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Executive Summary
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Colorado’s high mountain passes and wide-open plains often produce unexpected severe weather that causes numerous accidents and road closures of major highways.  This presents a problem for the motorists and for the law enforcement officers assigned to patrol the roads and investigate accidents. 

Colorado law requires drivers who have been involved in an accident to immediately report the accident to law enforcement authorities. The agency that receives the report will determine if an officer will investigate the accident on scene. Law enforcement officers will investigate the accident if the accident involves drugs, alcohol, injuries, a hit and run driver, vehicles that are not drivable, or insurance or registration discrepancies. If the law enforcement agency determines that the accident does not require the presence of an officer, drivers are advised to exchange insurance and registration information at the scene and report the accident to authorities at a later time. This type of accident report is called a counter report. 

In the past, motorists were required to fill out a counter report at any police, sheriff or Colorado State Patrol office.  This was inconvenient and often impossible for the motorists due to weather conditions, availability of a serviceable vehicle and office hours or location of the nearest law enforcement agency.  Once the report was completed, it was mailed to the Colorado Department of Revenue where it was cataloged and entered in a database.  Motorists would receive confirmation of the report filing within three to four weeks at which time, they could file a claim with their insurance carrier.  

In an effort to improve the efficiency of state government and provide an easier, safer and more convenient method of reporting accidents, the Colorado Department of Public Safety’s State Patrol Division and the Colorado Department of Revenue collaborated in a project to enable on-line counter reports for minor traffic accidents.  The Colorado Department of Revenue is responsible for disseminating the information to insurance companies and other private and public agencies involved in highway safety issues.

The initial pilot project was started in April 2002. Pilot project problems and questions were collected, analyzed and then incorporated into the current production on-line accident reporting system.  Average weekly usage has gone from 25 reports per week to over 134 reports per week and rapidly growing.  We are projecting having approximately 80% of minor traffic accidents reported on-line.  Now accident reports are available to the public for filing with insurance claims the next day instead of months later.  Also, Colorado citizens involved in minor accidents can report the accident any-time, and any-place without having to stand in-line at a law enforcement office waiting to fill out an accident report.  Their time can be better spent resolving other issues arising from their accident.  This initiative assures expanded access to, and independent use of, information technology by people with disabilities or others who would not normally have easy access to IT initiatives.

NASCIO Nomination for the Colorado Internet Counter Report

Government to Citizen
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a) Description of the project, including length of time in operation

Motorists in Colorado should be prepared for all types of weather and road conditions while traveling throughout the state.  The high mountain passes and wide-open plains often produce unexpected severe weather that could cause numerous accidents and road closures of major highways.  This presents a problem for the motorists and the law enforcement officers assigned to patrol the roads and investigate accidents. 

Colorado law requires drivers who have been involved in an accident to immediately report the accident to law enforcement authorities. The agency that receives the report will determine if an officer will investigate the accident on scene. Law enforcement officers will investigate the accident if the accident involves drugs, alcohol, injuries, a hit and run driver, vehicles that are not drivable, or insurance or registration discrepancies. If the law enforcement agency determines that the accident does not require the presence of an officer, drivers are advised to exchange insurance and registration information at the scene and report the accident to authorities at a later time. This type of accident report is called a counter report. 

In the past, motorists were required to fill out a counter report at any police, sheriff or Colorado State Patrol office.  This was inconvenient and often impossible for the motorists, due to weather conditions, availability of a serviceable vehicle or office hours and location of the nearest law enforcement agency.  Once the report was completed, it was mailed to the Colorado Department of Revenue where it was cataloged and entered in a database.  Motorists would receive receipt confirmation of the report within three to four weeks at which time, they could file a claim with their insurance carrier.  

In an effort to improve the efficiency of state government and provide an easier, safer and more convenient method of reporting accidents, the Colorado Department of Public Safety’s Division of the State Patrol and the Colorado Department of Revenue collaborated in a project to enable the driver to file on-line counter reports for minor traffic accidents.

The completed counter reports are forwarded to the Colorado Department of Revenue for collection and entry into a database.  The Colorado Department of Revenue is responsible for disseminating the information to insurance companies and other private and public agencies involved in highway safety issues.

The initial project was started in April 2002.  Staff members from the Colorado Department of Public Safety and the Colorado Department of Revenue worked to incorporate required data elements and workflows into a scope of work for the contractor to follow.  The contractor initially developed a prototype of a system that was tested and debugged by in-house employees.  This prototype was then released to some members of the public. By word of mouth, citizens were encouraged to go to the on-line site to file counter reports and during the first year, we collected nearly 3,000 reports. 

Citizens who experienced problems or had questions were referred to a single point of contact for assistance.  This individual also collected and documented all incomplete, incorrect and problem reports.  When the test period was over, and all of the programming and workflow errors had been identified, the Colorado Department of Public Safety was ready to make the final modifications to the program.  However, the original contractor was no longer available.  

Rather than select another contractor, we used an in-house specialist to reverse-engineer the software and make the required final changes.  Since we had no source code and little documentation, nearly 95% of the Internet Counter Report system is new. After two years of designing, coordinating and testing the application, we released the Internet Counter Report for use by the public in April 2004.  

Since this release, time spent managing problem reports has decreased from eight hours per week to less than 30 minutes per week.  In an effort to gauge the scope and usefulness of this project, consider that the Colorado Department of Revenue processed 5,786 hand-written counter reports in 2003.  We are projecting they can expect more than 5,000 automated, Internet counter reports in 2004.  Of the eight original Colorado Department of Revenue employees assigned to manage counter reports, seven of them have been reassigned to other duties since they are not required to input, purify or correct accident data. 

As a direct result of this project, copies of accident reports are available to the public for filing with insurance claims the within 24 hours instead of months later.  Also, Colorado motorists involved in minor accidents can report the accident anytime they have access to the Internet without having to stand in line at a law enforcement office to fill out a counter report.  Their time can be better spent resolving other issues arising from their accident.

b) Significance to the improvement of the operation of government

This application enables motorists the opportunity to complete a counter report at any time, from any computer with an Internet connection.  Customer service employees at city, county and state law enforcement agencies will no longer have to hand out forms and answer questions for routine, minor accident reports.  This allows the customer service representatives time to concentrate on other matters affecting the citizens of Colorado.

Additionally, this application captures accident information as it is entered in the system directly from the person involved in the accident.  State employees do not have to spend countless hours copying the information from hardcopy reports.  Also, the program has been written so data is accurately captured in the correct style, format and context.  These two benefits positively affect the Department of Revenue from a resource perspective and make the data available to insurance companies and other beneficiaries much faster and accurately.  

Currently, the Colorado State Patrol is the only agency exclusively using the application.  As more local law enforcement offices refer motorists to the Internet Counter Report application, we anticipate a trend of capturing 80% of all counter reports on line.

c) Benefits realized by service recipients, taxpayers, agency or state

This service provides an additional avenue for Colorado motorists to interact with state government that is both easy and convenient.  A large majority of the individuals who file counter reports manually must travel many miles to the nearest law enforcement agency.  Once there, they often do not have all the necessary information with them and usually make several trips out to the car, to home or to a phone before they have all of the required data elements.  Each of these data gathering trips increases the frustration of having to file a report.  

The web site lists all the information needed to file a counter report on the introduction page, so that the filer can assemble all the needed data before logging in to the web site.  From the citizen’s point-of-view, this improved workflow makes the process smoother and less frustrating.  Plus, the report can be completed at the office or at home when the time is most convenient.  This initiative assures expanded access to, and independent use of, information technology by people with disabilities or others who would not normally have easy access to IT initiatives.

The taxpayers and agencies queried find the process to be much more efficient from the aspect that fewer data entry clerks are required because filers are now electronically inputting their own information into the system.  The information is accurate and not subject to data entry assumptions because of poor penmanship, grammar or handwriting.  As a result, it takes fewer resources to validate the data.  Help desk personnel are experiencing fewer calls for accident reporting advice, making them more available for other customer service issues.

d) Return on investment, short-term/long term payback (include summary calculations).  Projects must exhibit measurable operational benefit.

Typically after a period of severe weather, hoards of motorists descended on law enforcement offices to file counter reports.  The original Internet Counter Report application was envisioned as a program to improve customer service for these motorists. The very successful application has significantly reduced the number of walk-in customers, and provided additional, unexpected benefits:

Redirected Department of Revenue personnel savings; (7 X $44,000 average salary with benefits)



















           $308,000

Increased customer service time availability; (6 min X 20 citizens = 2 hours time savings)

Increased customer service availability X $21. per hour (average salary with benefits) 

X 8 sever snowstorms X 300 state and local law enforcement offices statewide 























$100,800

Citizen time savings ($21 X  5,000 of minor accidents reported)*

* This assumes one hour saved in travel time etc. per counter report



           








 $105,000

Reduction of support time needed for Colorado Department of Public Safety’s focal point.  (52 weeks x 7 ½ hour per week savings   X $21 per hour)









     $8190

Estimated value of time savings for this application              $521,990

