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North Carolina: Service Applications


Click @ DMV -- Department of Motor Vehicles – Vehicle Registration Renewal System

Project Manger: Carol Howard

Director of Vehicle Registration

DOT, DMV

1100 New Bern Avenue

Raleigh, NC  27697

(919) 861-3332, fax: (919) 733-6948, choward@dot.state.nc.us
Category for Judging: Service Application

Person Nominating: Ronald P. Hawley, State Chief Information Officer

Office of Information Technology Services

PO Box 17209

Raleigh, NC  27619-7209

(919) 981-2680, ron.hawley@ncmail.net

Executive Summary

The state of North Carolina has implemented a successful motor vehicle registration renewal system on-line.  The CLICK @ DMV initiative is the first implementation in North Carolina of our shared technical infrastructure services – clearly demonstrating that the enterprise approach to shared services enables the quick and efficient development of business specific e-government applications.  North Carolina’s approach was to establish a portal that led to a number of “intention” specific applications created by the agencies who best understand that line of business.  These applications then use shared technology infrastructure services and shared integration services efficiently created by the state enterprise and shared among all state entities who need them.  This approach is depicted below.
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Citizen interest in and demand for this type of service is strong as is demonstrated by the use of the vehicle registration renewal system that has far exceeded expectations.  The vehicle registration renewal system is designed to eliminate hassles for citizens and to provide them with an easy, intuitive, responsive, and convenient means of renewing their vehicle registration.  This project therefore is significant for two key reasons.  First is provides a service to citizens that saves them time, money and effort; is responsive to their requests for e-government services; and effectively renews their vehicle registrations.  Secondly it demonstrates the effectiveness of the enterprise approach undertaken in North Carolina and provides a model for continuing to provide citizens with this level of service and moving towards transforming their government. 

Description of Project, including length of time in operations

North Carolina implemented an on-line Vehicle Registration renewal system for its Department of Motor Vehicles in a manner that is extremely consistent with our enterprise approach to IT and using our shared common technical infrastructure services. This approach ensured that we were able to implement the system quickly and efficiently, meeting a deadline established by the Governor of September 1, 2000.  

North Carolina citizens own more than seven million vehicles.  The vehicle registration renewal system allows these owners of vehicles to renew their annual vehicle registration on-line rather than in-line  or (with a service fee) via the U.S. mail.  In April, 5% of vehicle registration renewals were over the Internet.  While this is still a small percentage, use of the system has exceeded expectations and has grown at a phenomenal rate as is indicated below:

2000


# of renewals over the Internet

September

10,720

October 

14,678

November

17,293

December

18,806

2001

January


22,972

February

22,078

March


27,682

April


26,559

The DOT/DMV online vehicle registration renewal project is one of the state's first e-government licensing/permitting endeavors.  Also, it is one of the initial uses of key e-government shared technical infrastructure components (common services), such as payment services and credit cards.  By all accounts and as affirmed by the closeout quality assurance review, by itself, the project is an unequivocal and resounding success.  The effort was completed under budget and within an overly aggressive mandated timeframe, while satisfying all business and performance requirements (including secure credit card processing).

The DOT/DMV online vehicle registration renewal project was completed in August 2000 within an aggressive timeframe and under intense public scrutiny.  It was the first permitting/licensing application for the state's e-government initiative, and it was the first to use the common payment service (CPS) shared technical infrastructure component of the statewide credit card service.

Significance to the improvement of the operation of government

The DOT/DMV on-line vehicle registration application development was a 12-week effort, while its parent legacy system (STARS) took two to three years to build.  The significance of this effort is twofold.  It clearly indicates the sharp contrast in time frames and development efforts between projects for traditional systems and e-government applications and is significant in the demonstration that such an effort can be a resounding success.  Secondly, it provides citizens an easier way to receive a government service.  This is significant from the perspective of the vehicle registration program and also from the broader perspective of the state demonstrably listening to citizen needs and meeting their requests for more accessible and on-line services.

Benefits realized by service recipients, taxpayers, agency or state

Recent surveys support that the American people are positive about the expected growth of e-government, overwhelmingly support it and are looking forward to its positive impacts.  Overall, they view e-government as a way to become more involved and better informed.  According to at least one survey, more than one half of the general public believe that e-government will improve the way that government operations.  These survey results are consistent with North Carolina’s experience with the tremendous success of the Click @ DMV application and the conviction that it is a beneficial government effort.  

The Click @ DMV application went live three days before the press release announcing it.  In fact, it went live on the Friday of Labor Day weekend, 2000. This is a time period when people are often vacationing and not often focused on renewing their vehicle registration.  In spite of this and the fact that it was not publicized, in the three days after it went live and before the application was announced, 150 citizens independently found the system and renewed their registration.  This speaks to us of a tremendous citizen demand for the convenience offered by on-line government services and the ability to use credit cards to transact business with government.  Since then the use of the system has been phenomenal and has far exceeded expectations. Because the traditional modes of renewing vehicle registration continue to be available to citizens, this speaks strongly to the fact that citizens find a benefit in conducting business this way.

Return on investment, short-term/long-term payback

DMV has achieved an overall return on its investment in vehicle registration renewal over several years.  The on-line registration renewal is another step along a path it started down several years ago when it began to revamp its old systems and redesign its business processes to increase efficiency.  

According to recent studies, governments could save billions if they handled more of their business over the Internet.  Individuals and firms conduct approximately $600 billion a year in government transactions.  Less than 1% of it currently takes place on line.  In addition, these studies estimate that every in-person or phone transaction converted to an online transaction saves government between $40 and $400 in paper and labor costs, which represents, according to other estimates a 70% savings.

Use of the on-line registration system has been significant and far above projections and has increased almost every month that it has been in place.  However, it only captures, thus far, a small percentage of the 7,256,364 vehicles registered in the state as of the end of April.  Cost savings should accrue and be better able to be measured as usage increases.  

In addition and consistent with North Carolina’s approach of establishing a foundation and then building on it, DMV re-engineered their vehicle registration process several years ago and automated their internal processes.  At that point they eliminated 100 positions and two offices.  These savings are part of the overall revamping of the vehicle registration renewal process and are a component of the savings realized as part of this broader overall project.

The use of the system currently costs DMV about what it costs for an individual to renew their registration in person.  However, it is at increased convenience to the customer and reduced cost in terms of both time and effort.  Therefore, it may be that in the short-term the return on investment for this effort accrues to the citizens of the state.  In this way, it is truly an example of beginning to transform government.
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