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Arkansas Secretary of State 
Business Services Suite
Executive Summary
www.sos.arkansas.gov
This online presence further emphasizes the Arkansas Secretary of State’s commitment to making the often frustrating interaction between government and its citizens a more satisfying experience.  Since implementing online services, an ever increasing number of customers are utilizing these services to file and obtain corporate and uniform commercial code (UCC) documentation.  Prior to the development of these services, businesses were required to complete complicated, lengthy forms when requesting business searches and filings, paying requisite taxes, incorporating their entity and send payments in the mail often requiring weeks to complete transactions.  Now they are able to file for a business entity, including articles of amendments, perform searches and complete filings of 40 different entity applications. Additionally their annual business entity franchise tax filings can be paid, business entity certificates of good standing can be obtained, and uniform commercial code (UCC) searches and filings acquired.  

The Secretary of State’s office benefits greatly from this eGovernment process.  The manual process was tedious and costly. The former manual data entry of documents and payments, printing of acknowledgements, stuffing envelops, and mailings to the customer are no longer required. This results
 in utilization of manpower resources in more efficient ways.  The business customer needing the information promptly and the Secretary of State’s Office fulfilling the request both profit.


In addition to the online process, it should be noted that the Business and Commercial Services Division has implemented a banking lockbox service to speed the processing of entities franchise tax payments.  This results in less than a twenty four hour processing time from retrieval at the post office to the funds being deposited into the bank.  There is the extra benefit in time savings and manpower as manually processing daily mail for those filings is eliminated.  
Project Description
The Arkansas Secretary of State’s Online Business Services Suite, www.sos.arkansas.gov has been providing online services to business customers since 1999. It has been greatly improved and numerous enhanced services added since its inception. The online system is an entirely web-based system that runs on the current web portal environment. This suite of services was developed under a self-funded model for which no state appropriations are required.   No additional purchases were made.  This environment includes an APACHE web server running on Sun Solaris, PHP programming language, and MySQL database software.  
The business customer simply goes to the Arkansas Secretary of State’s site (www.sos.arkansas.gov), chooses the Business/Commercial Services link, business entity filing or search of interest, enters the form data online, pays with a credit card or convenient monthly billing and receives confirmation instantly.  Through intelligent data flow and required data fields, filings are assured immediate acceptance.  Additionally, annual Franchise Tax payments are automatically calculated for the customer, eliminating costly payment errors for both the customer and the Secretary of State.  Data collected online is automatically imported into the Secretary of State’s database eliminating manual data entry thereby saving staff resources.

The Business and Commercial Services Suite web page is user friendly and designed to give the customer a quick link to the services they need or it can guide the first time user through the system to the correct sites below:

· Corporate forms

· Filing corporate documents

· Entity searches

· Paying franchise taxes

· Data downloads

· Entity good standing purchases

· UCC searches

· UCC filings

· UCC forms

Web cast training for Commercial Services online users has made a significant improvement in online usage by UCC customers.  The online training affords the Secretary of State the opportunity to train UCC users without expensive travel costs and lost office time from driving.  Customers profit from the web cast by experiencing the online services with immediate interaction of knowledgeable staff.  They actually navigate through the online UCC system and use the conference call to get immediate answers to their training needs. 

SIGNIFICANCE TO THE IMPROVEMENT OF the operation of GOVERNMENT


The Arkansas Secretary of State has greatly reduced the process time for customers in several areas of the Business and Commercial Services Division. We have found ways to improve customer satisfaction and reduce the amount of corporate and UCC representatives on staff.  This is a savings to the Secretary of State and the citizens of Arkansas in time, money and manpower while still getting a high quality, efficiently produced document service.  These services eliminate duplicate data entry and processing, utilizing staff to complete other essential work, better serve walk-in traffic and phone customers, and relocate staff to other areas within the operations where necessary.  With improved cross training of agency personnel we work more efficiently.  Costs savings associated include reduction of seasonal data entry staff, salary, paper and postage.  Based on first quarter, 2004 statistics walk-in and mail volume will be reduced by more than 20 percent.

Online services are only beneficial if users are using them.  Below are examples of the growing adoption rate of the various services offered.  

· 80%  UCC Searches

· 34%  UCC filings 

· 500,000+ Free Business Entity Searches per year

· 41% Business Entity filings, 1st State in nation to allow online filing

· 70% Business Entity Certificates of Good Standing

· 20% early Business Entity Franchise Tax filings in the first quarter of 2004 (Taxes not due until June 1, 2004.) 

BENEFITS FOR SERVICE RECIPIENTS, TAXPAYERS, AGENCY AND STATE

The online services provided by the Business Services Suite offer substantial benefits for the State’s 120,000 business entities, banks, insurance and lending companies.  The site allows for these customers to transact business online.  The applications allow customers to produce data downloads and generate corporate good standing certificates to enhance their other business filings. Entities can update franchise tax forms and payments within a 24-hour period by online filing.  The online services also save the taxpayer money in time, postage and courier fees.  In all cases the fees for online filing or searching are often the same or less expensive than performing the same functions manually.  For example online filing fees are $5 less than filing through the manual process. UCC searches and filings are the same statutory price online, without the extra cost of a per page copy fee of $.50 cents. Some documents may be hundreds of pages. Other cost savings for business customers include labor, travel time, parking, postage and time saved waiting for a response.

This suite of services was developed under a self-funded model for which no state appropriations are required.  Arkansas Secretary of State partnered with the Information Network of Arkansas, which is managed by the Arkansas Information Consortium (AIC), a wholly owned subsidiary of the eGovernment firm NIC, Inc.  AIC manages the state portal and develops sites and services free for agencies.  This model directly benefits taxpayers, agencies and the state.

RETURN ON INVESTMENT

There is no cost to the Arkansas Secretary of State for the development and delivery of this web-based suite of services.  The Arkansas Secretary of State partners with the Information Network of Arkansas, the State’s portal provider, and operates under the self-funded model of NIC Inc.  Development, hosting, maintenance, enhancements and marketing of services are funded through transaction fees collected on various portal services.  







