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Missouri Public Service Commission’s (MoPSC) Electronic Filing and Information System (EFIS)

Executive Summary

Fulfilling Missouri’s eGovernment vision is the Missouri Public Service Commission’s (MoPSC) Electronic Filing and Information System (EFIS).  Implemented in April 2002, it has proven its value to the staff of the Missouri Public Service Commission as well as its utility customers and Missouri citizens.  EFIS is an integrated, web-enabled case management and communications system that allows for seamless, secure and controlled interactive access to the Commissioners, all internal staff, the Office of the Public Counsel, Intervenors, Utilities and Ratepayers.

The Missouri Public Service Commission regulates over 1,400 investor-owned and other electric, natural gas, telephone, and water and sewer utilities.  It is both a quasi-judicial and quasi-legislative agency responsible for deciding Public Utilities-related cases brought before it and for the promulgation of administrative rules and their enforcement.  Based upon the Commission’s workload, the 220 MoPSC employees were bogged down with paper – nine million pages of documents on file, supported only by an antiquated mainframe docket information storage/retrieval/reporting system in place.  Efficiency at MoPSC was severely impacted with the caseload growing at a rate of 20 percent per year.  This directly affected the public perception of the agency and consequently employee morale.  The MoPSC recognized they had to transition the aging system to more adequately address the commission’s workflow and document management needs.

The introduction of EFIS gives Utilities and Intervenors a facility for timely electronic filing of case and non-case related documents as attachments, filing and responding to data requests, and even to submit annual reports.  At its core, EFIS integrates automated process management, imaging, and content management to a central electronic repository for complaints, inquiries, tariff/rate case filings, staff reports, commission agendas and orders.  It also provides a primary link for as many as 7,000 external users and supplies a user-friendly, interactive facility for critical information exchange.

As a result of its implementation, employees have been saving an average of an hour and a half from their schedule each day.  This has yielded a productivity gain of two million dollars per year.  Direct cost savings are also impressive and resulted in reduced printing and delivery costs of $275,000 per year.  Additional technical returns are the reduction of business processes from 158 to 60 and integrated processes increased from 22% to 100%.  Now all 60 business processes can now interact seamlessly with each other.  The introduction of EFIS also reduced 64 applications down to 10.  Perhaps most significant is the reduction of paper documents on file.  The MoPSC has experienced a reduction from 9.2 million pages to 5 million pages.  It is expected that this number will be reduced further as documents can be released upon the expiration of retention periods.

For the Missouri Public Service Commission, EFIS has now become “eRegulation” in its truest sense.

2004 NASCIO Recognition Awards

Missouri Public Service Commission’s (MoPSC) Electronic Filing and Information System (EFIS)
Description of Project

Fulfilling Missouri’s eGovernment vision is the Missouri Public Service Commission’s (MoPSC) Electronic Filing and Information System (EFIS).  Implemented in April 2002, it has proven its value to the staff of the Missouri Public Service Commission as well as its utility customers and Missouri citizens.  EFIS is an integrated, web-enabled case management and communications system that allows for seamless, secure and controlled interactive access to the Commissioners, all internal staff, the Office of the Public Counsel, Intervenors, Utilities and Ratepayers.

EFIS is a complete eRegulation system using the power of the Internet for B2B, B2C and B2G interaction.  It becomes a primary link for an estimated 7,000 external users in the foreseeable future providing a user-friendly, interactive facility for information exchange.  Approximately 300-500 concurrent users are likely to use this web-based system created by Gulf Computers, Inc., whose former parent was eGulf Technologies, Inc. (Now Gulf is HCL Technologies (Mass.) Inc.).

The system is developed in ASP and JAVA using FileNET’s Business Process Management (BPM) solution, Microsoft Internet Information Server, and Microsoft SQL Server.  The system integrates automated process management, imaging and content management into a central electronic repository for complaints, inquiries, tariff/rate case filings, staff reports, commission agendas and orders.  The Case Management System meets the functional requirements of case/tariff processing which includes scheduling/calendaring, recording case activity, workflow, metrics, document generation/retrieval and reporting.  EFIS routes the filed documents for timely processing within the Intranet by subject matter experts, general counsels and regulatory law judges to facilitate efficient and timely decision-making by the Commission.  All designated documents are available for viewing through the MoPSC website.

The web portal gives Utilities and Intervenors a facility for timely electronic filing of case and non-case related documents as attachments, filing and responding to data requests, and even to submit annual reports.  The electronic filing and/or replacement of large tariffs and even legal substitution of electronic pages is completely secured by the system by automated versioning of all documents checked-in or checked-out.  Authorized users can electronically file or view new and existing cases, tariffs and appeals, supplemental submissions, interconnection agreements, small company rate increase requests, service lists, docket sheets, and much more.  Any paper filings/submissions are also converted to electronic images with searchable text by the Commission’s data center.

This way of doing business becomes “eRegulation” in its true sense.  The EFIS web portal enables secure and controlled access by the consumers.  The Consumer Quality System meets comprehensive functional requirements of maintaining and tracking common complaint and inquiry processing such as intake, assigning tasks, transmitting information, and documenting activity in a confidential manner, with due regard to the metrics, document generation, survey generation and tracking, workflow scheduling, and ad-hoc reporting.  The system empowers the public not only to view the Commission’s agenda and minutes on the Internet, but also to request items to be placed on the agenda, and for monitoring the status of cases in progress.  One of its innovative features includes public viewing of critical outage-related information published over the MoPSC website as a scrolling marquee.

Significance to the improvement of the operation of government

The MoPSC regulates over 1,400 investor-owned and other electric, natural gas, telephone, and water and sewer utilities.  It is both a quasi-judicial and quasi-legislative agency and is responsible for deciding public utilities related cases brought before it and for the promulgation of administrative rules and their enforcement.  Hearings are conducted in contested cases in a trial-like setting using evidentiary standards.  The MoPSC must make timely decisions not only to extend the procedural and substantive due process to all parties, but also to comply with statutory time limits.  Before the EFIS solution, the 220 Commission employees were bogged down with nine million pages of documents on file, supported only by an antiquated mainframe docket system application that was both cumbersome and difficult to maintain.  With the legacy information storage/retrieval/reporting system in place, the quality of work at MoPSC was severely impacted, with the caseload growing at the rate of 20% per year.  This directly affected the public perception of the agency and consequently employee morale.  The MoPSC recognized they had to transition the aging systems; from “Stone Age to Space Age (SASA)” – the actual project name before “EFIS”.

Benefits realized by service recipients, taxpayers, agency or state

MoPSC has diligently worked toward being the first public utility regulatory agency in the state to offer this level of web-enabled capability.  Also, according to MoPSC CIO Todd Craig, who has researched numerous state implementations, “it is the most extensive web-based public utility commission system in the U.S.”  The value of the EFIS solution has brought to the Commission, the Office of the Public Counsel, Intervenors, Utilities and Ratepayers has far exceeded expectations of many.  Paper based activity has been reduced by over 60% and transfer times of documents from one step to the next have been reduced drastically.  The consequent savings of two hours per employee per day in many departments has resulted in a 25% overall productivity gain.  The EFIS solution ensures an efficient eRegulation with happier employees, a satisfied constituency and a growing utility business environment.

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

The MoPSC’s Electronic Filing and Information System provides a tangible, repeatable solution for capturing the information stored in government information assets and providing them to citizens and stakeholders in a fashion that reduces taxpayer expense.  With an open architecture, commercial software seasoned with internal customization, and a web-based end-user interface, EFIS is system agnostic enough to be repeatable in any environment.

The implementation of this system has resulted in ROI in the following areas:

· Number of business processes.  Reduced from 158 to 60 (the 98 redundant processes were largely workarounds due to incompatible technology).

· Number of integrated processes.  Increased from 22% to 100%  All 60 business processes can now interact with each other.

· Number of systems.  Reduced from 64 applications to 10.

· Documents on file.  Reduced from 9.2 million pages to 5 million pages.  This figure will reduce further as documents can be released after retention periods expire.
· Document growth.  Reduced from 1.2 million new pages added annually to 200,000 – an 83% reduction in the growth of the paper mountain.
As a result, employees have been savings an average of an hour and a half from their schedule each day.  This has yielded a productivity gain of $2m per year.  Direct cost savings have also been impressive.  Reduced printing and delivery costs save $275k each year.

MoPSC has met its strategic goal of making its business processes more effective to mitigate the increasing workload.  The Commission is not the only party to benefit from the solution.  Other benefits have been realized in the areas of:

· Regulated utility companies have seen reduced costs of doing business with MoPSC.  One utility, an international telecommunications company, claimed in one month alone to have saved 40 staff hours and eliminated production and delivery fees for nearly 4,500 pages of paper.  Companies also enjoy secure and efficient interaction with MoPSC to receive faster, better quality decisions.  Inquiries can now be dealt with almost immediately, instead of waiting days or weeks.

· Ratepayers can access online information, enabling them to make educated decisions regarding utility services (e.g. best buy decisions).  They can also view the status of a request online.

Most importantly, EFIS is proof positive that the vision of eGovernment – the delivery of state information and services via the web or Internet – not only lives up to expectations, it is also very achievable.  With demonstrated financial and political benefits in terms of cost savings, efficiency improvements, and citizen satisfaction, EFIS is a model for the next evolution of eGovernment.
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The figure below is a representation of the System architecture of EFIS:
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