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Digital Government: Government to Business (G to B)
Executive Summary

OneStop Business Registration, an unprecedented multi-level government application, allows citizens to register a business in Utah with the Internal Revenue Service, the Utah State Tax Commission, the Utah Labor Commission, the Utah Department of Commerce, the Utah Department of Workforce Services, the Utah Department of Environmental Quality, Salt Lake City, Sandy City, and Provo City without having to go to each agency separately.  Other states offer similar applications, but none of them offer the degree of vertical and horizontal integration that OSBR does.  No other state portal enables citizens to simultaneously register a business at the federal, state, and local level.  At the end of the online process, users receive:

From the Internal Revenue Service:

· Direct access to obtain a Federal Employer Identification Number (FEIN)

From The Department of Commerce:

· Business name reservation

· Business registration number

· Electronic filling of Articles of Incorporation or Articles of Organization

From the Department of Workforce Services:

· Unemployment insurance employer number

· Unemployment contribution tax rate

· Unemployment insurance PIN

From the State Tax Commission:

· Employee state income tax withholding number

· Sales and Use Tax Number

From the Department of Environmental Quality:

· Program and permit contact information

From the Utah Labor Commission:

· Information that facilitates obtaining Worker Compensation coverage and verification

From participating cities and counties:

· Downloadable local forms

· Local contact information
With respect to layout, OSBR follows a “wizard” approach:  each page is dynamically generated based on the information supplied by the user within a relatively common set of registration steps.  All users progress through the five main areas of business registration (declaring the business entity, naming the business, describing the business and its activities, providing business addresses and locations, defining the management/ownership), but users only answer the questions in each area that pertain to the type of business they are registering.

A.) Description of project, including length of time in operation

OneStop Business Registration (OSBR) addresses the cumbersome process of registering a business in the State of Utah.  Formerly, business owners had to visit each state agency separately and fill out multiple forms, most of which collected the same type of information.  On the whole the process could take weeks, months, and, in some instances, years.  With the advent of OSBR, the process of registering a business in Utah now takes, at most, a couple of hours.  Utah’s OSBR streamlines the business registration process by arranging questions logically rather than by agency.  Questions are presented within a common set of registration steps and users are asked questions relevant to the type of business they are registering. 

Furthermore, users can complete the registration process at their own convenience.  Each user creates a unique registration account that allows them to log in and out of OSBR as they choose.  Should a user need to consult a lawyer or business partner in order to answer a question, then the user can log out, seek advice, log back in and continue the registration.  Additionally, live chat operators are available 24/7 to answer business registration questions while the user is online and working on their registration. Such convenience greatly reduces the amount of time it takes to register a business and the amount of frustration usually associated with such lengthy government processes.

But convenience doesn’t necessarily come easy. Gathering requirements from multiple state agencies and then implementing these requirements—sometimes overlapping, sometimes disparate—into one system proved to be the greatest challenge in developing OSBR. The key to compiling requirements from several different agencies into one, streamlined application was to gather requirements one agency at a time. By gathering requirements from each agency individually, Utah.gov was able to see the “big picture” of business registration and understand the process logically, rather than on a form-by-form basis. Once the “big picture” was in site, Utah.gov could incorporate each agency’s requirements into an application that was centered on logic, not forms.  

Getting buy-in from attorneys and power filers, who initially feared OSBR would take business away from them, proved to be another significant challenge. To overcome this challenge, Utah.gov hosted focus groups for attorneys and power filers early in the development process. These focus groups performed two functions: first, they succeeded in getting the attorneys and power filers excited about OSBR and second, they helped Utah.gov understand what attorneys and power filers needed in an application like OneStop. To further ensure buy-in and an understanding of user needs, Utah.gov personnel spoke to the Utah BAR association and CPA groups to educate them about the application.

Utah.gov launched Phase I of OneStop Business Registration on August 5, 2003.
B.) Significance to the improvement of the operation of government

The re-tooling and redesigning of development principles are key improvements to the operation of government. The process of building Utah.gov’s OneStop Business Registration system revealed the importance of data integration across multiple agencies and the necessity of developing user-centric applications that focus on the task being performed rather than on the agencies involved. 

These insights required a new approach to application development, one that was flexible and componentized. The technology model created by Web Services affords developers the ability to design applications that are dynamic, modular, and thus flexible. Web Services work as individual, back end components, each one performing its own unique business function, yet the data from each Web Service can be easily aggregated for user viewing in a GUI. Furthermore, Web Services operate in an XML-based format, meaning that they can be deployed in any environment, regardless of programming language. All of these traits combined make Web Services an ideal choice for enterprise level application development. In its current Phase One iteration, OSBR employs three Web Services: Business Name Availability, Payment, and Authentication. Future iterations call for a Web Service for each of the five main areas of the application (declaring the business entity, naming the business, describing the business and its activities, providing business addresses and locations, defining the management/ownership).
Adoption rate can be another indicator of operational improvement. In its first eight months, OSBR’s adoption rate is estimated to be 14.54%, based on a comparison done by the Division of Corporations and Commercial Code between the number of online registrations and the number of registrations submitted via mail or over-the-counter.  Similarly, the participating state agencies involved with OSBR estimate a 25% increase in resource savings because agency employees no longer perform manual data entry with respect to business registration; OSBR does it for them.

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

In the short time OSBR has been operational, several citizen and government efficiencies have already been recognized:

Citizen Efficiencies
· One registration combines 7 disparate, offline, government processes into one, online process
· The timeline for new business registration is significantly decreased
· Registration can be done at the business owner’s convenience, anytime of day and from anywhere
· Users have assurance that their registration is complete
Government Efficiencies
· Considerable decrease in labor-intensive efforts such as data entry and answering telephones
· Online registrations are 100% complete and do not contain any of the errors typically made during the paper registration process

· Reduce initial and subsequent costs to the government entities for each registration
· Increase in available information and reporting capability to each agency
The OneStop Business Registration is a brilliant demonstration of efficiency through multiple agency process integration.  

Vertical Integration
Efficiencies can also be gained when agencies from different levels of government are integrated.  The following federal, state, and local agencies are all involved in Utah.gov’s OneStop Business Registration Application:

· Utah Department of Commerce

· Utah Department of Workforce Services

· Utah State Tax Commission

· Provo City

· Salt Lake City

· Sandy City

· Internal Revenue Service

· State of Utah CIO’s Office

· State of Utah Information Technology Services

· Utah Department of Environmental Quality

· Utah Labor Commission

· Utah Interactive, L.L.C.

OSBR integrates the services of federal, state, and local government agencies to provide users with the most usable and convenient online business registration process available anywhere in the country. 
D.) Return on investment, short-term/long-term payback (include summary calculations). Project must exhibit measurable operational benefit

As stated above, the adoption rate for OSBR is estimated to be 14.54% with a 25% increase in resource savings across-the-board. The Utah Department of Commerce, Division of Corporations, in fact, estimates that OSBR has saved them 1 FTE or about $35K per year in salary and benefits, which translates into 2,080 employee hours. As OSBR’s adoption rate continues to rise, agency resource savings will continue to rise as well. 

Similarly, The Utah Department of Workforce Services (DWS) now receives more accurate and timely business registration information, which saves them from having to unearth which businesses are not paying unemployment insurance. Before OSBR many business owners did not know that they had to register with Workforce Services so as to create unemployment insurance accounts; thus, Workforce Services was only aware of 30% of registered businesses. DWS would become aware of the other 70% when an unemployment claim was filed or via investigation, which consumed large amounts of DWS personnel time. OSBR has saved Workforce Services countless employee hours by providing DWS with complete and accurate business registration information. 
But the greatest investment return on Utah.gov’s OneStop Business Registration isn’t a number; it’s the accomplishment of a feat. The feat of creating, developing, and implementing Utah’s first successful enterprise project has proved to the state that interagency cooperation is possible and that it can be enormously successful. Knowing that Utah can succeed in cross-boundary integration (XBI) sets the stage for future enterprise projects, and this knowledge is a return in and of itself. Additionally, the process of developing OSBR defined best practices for enterprise projects and provides a model for success for any IT initiative. Armed with this model and a defined set of best practices, Utah can expand its enterprise development endeavors in order to ensure the best possible service to constituents, be they citizens or businesses.

OSBR has demonstrated to Utah and the rest of the country that silo applications are a thing of the past, yet another non-numeric feat whose accomplishment is an invaluable return. In other words, OneStop is the herald of a new age in e-government, an age in which application development is centered on the event being performed and not simply the agency or agencies involved. Integrating across the government enterprise is the new imperative for e-government.

Another key operational benefit is constituent convenience: true e-government should enable users to perform government functions around-the-clock. And OSBR exemplifies this characteristic; statistics show that 20% of the application access occurs between the hours of 6pm and 7am, meaning that 20% of all access to OSBR occurs after normal business hours. This statistic further underscores the importance of having a business registration system that is available anytime of the day or night.

