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Executive Summary

"RenewalExpress" is the web-enabled registration renewal for vehicles, boats and off-highway vehicles in the State of Utah.  This application permits the renewal of any present registration of any vehicle, truck (except heavy trucks) trailer, motorcycle, boat, off-highway vehicle, and snowmobile.  The service works from any location with Internet access and operates seven days a week, 24-hours a day.  The secure server requires the user to authenticate themselves with the entry of a plate number and the assigned PIN for that vehicle.  Users complete the transaction by confirming the information displayed, and entering any other required information for safety and emission certificate data.  All data entered that is validated online.  Payment is made by credit card or for recreational vehicles by virtual check.

Growth in the use of the application has been steady since its introduction in September 2000.  The first month of operation processed 3,446 renewals or 1.14% of the renewals for September.  "RenewalExpress" in April 2001 completed over 8,000 renewals (5,000 current and 3,000 "past due" renewals for previous months) or over 5% of all renewals completed each month. 40,000 vehicles have been registered online since the program started seven months ago.

Description of the project, including the length of time in operation.

· Application began service to the public on September 1, 2000 at 4:45 p.m.

· Online renewal of existing registrations

· Self service application with links to information, and Division of Motor Vehicles (DMV) and parent agency (Utah State Tax Commission) web sites

· Service available 24 x 7 from any location with internet access

· Secure site with SSL128 bit encryption

· Renewals may be made for virtually all passenger vehicles, motorcycles, trucks, trailers, boats, off-highway vehicles, snowmobiles, etc.

· Excluded are vehicles without sufficient information in the main data base to determine the proper fees, and heavy vehicles that require the submission of Federal Form 2290(?) with the renewal

· Access to the application is by entry of the license plate number and a personal identification number (PIN) that is printed on the registration form receive in mail

· Online verification of valid safety inspection certificate and I/M emission testing certificate is completed before the renewal is processed.  The vehicle owner is not permitted to continue if the certificate information is not approved.

· Payment is made by credit card (VISA, MasterCard, American Express or Discover) with online validation.  Renewal will not complete if the card is rejected (incomplete or inaccurate data; past expiration date; over credit limit; etc.)

· Customer receives a confirmation number of the successful transaction and is instructed to print a temporary registration certificate.  This certificate is recognized by law enforcement as a valid registration for up to ten days following the date of renewal.

· Customer receives a renewal decal and new registration form from the state DMV within three to seven days following the online renewal.

· Customers leave feedback regarding their use and the performance of the application, including comments or suggestions for improvement.  They are also requested to complete a short survey on how they would have renewed if not by the online system.  This information is used to determine impact to other service channels.

· Costs of development and ongoing support are recovered from a self-funded model where the customer pays a fee per renewal.  This fee primarily covers the cost associated with processing the credit card payment, but also recovers costs associated with development, maintenance and enhancements to the web application.

· This application was developed without capital outlay or other costs incurred by the agency

· Application was developed, designed, tested and become operational after seven months effort and deployed one year after conception.  Preparatory to operation, the agency had to develop and approve credit card policy consistent with state requirements, and put all components in place to accept electronic payments.


Significance to the improvement of the operation of government.

· Customer does not physically visit one of 37 offices throughout the state.  This will, in time, result in less demand on office performance, staff level and balancing requirements, and space and location requirements.  This has an eventual positive influence in each of these measurement areas.

· There are, and will be, fewer office visits for the most common and simplest renewal.  This will leverage limited resources to improve performance for more complicated and time-consuming transactions that can only be completed in person.

· Customer does not mail in the renewal forms and payment.  This results in less demand on mail processing performance, as well as space and staffing requirements.

· More accurate data is received in the data base due to the validations that are completed online with the plate, PIN, certificate numbers, credit cards, etc.

· Enhanced timeliness and accuracy in processing of funds and revenues is realized with the electronic payments

· Improved public relations by providing a service to meet the schedule of the customer - not the state

· This application supports the Governor's vision to increase service to citizens and businesses by providing electronic government alternatives to the traditional paper-and-pencil, brick-and mortar delivery of government goods and services.

Benefits realized by service recipients, taxpayers, agency or state.

In addition to the benefits realized by the agency and the state that are listed in the preceding section, this application also:

· Allows citizens another option to renew annual registrations without coming into an office or mailing the material to the agency

· Provides for another payment option - by credit card - not available at offices or in mail program.  Program will continue to be expanded to accept more instances of direct 'electronic' check payment in addition to credit card

· Brings faster processing of renewal transaction compared to person-to-person, paper based, or mail renewal channels

· Customers enjoy the ease and convenience of completing the renewal from any location with internet access, and at any time of day or night, and day of the year

· Permits all partners in the renewal process (county health departments, state safety inspection program and county assessors and treasurers processing property tax payments) to enjoy the benefits accruing to the state agency regarding faster and more accurate processing of renewal and tax data and associated revenue.

· Will ultimately reduce staffing and office space requirements in those counties were county management and staff administers the vehicle renewal process under contract with the state.

Return on investment, short term/long term payback (including summary calculations).  Project must exhibit measurable operational benefit.

· No development or set up costs incurred by the agency or state in establishing this application

· All costs associated with the development, maintenance and enhancements to the application are recovered through the utilization of a transaction fee for each renewal processed.

· Long term payback will be manifest in increased performance
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