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Discovering Montana’s Licensee Lookup Service

Executive Summary

Description of project

The Licensee Lookup Service allows anyone with access to the Internet the ability to check on the licensing status of any professional registered with the state of Montana, from accountants to electricians to physicians.  Launched in December 2001, this free service allows the user to search by profession, license number, name, city, and more.  The Licensee Lookup Service will return information on the licensee including license type, any specialties, license status, and expiration date.  New to the service is the return of disciplinary information on the licensee.  Montana has 36 professional boards, 70 state license types, and nearly 66,000 licensed professionals.  The Licensee Lookup service has dramatically increased the ability of citizens to verify that they are working with qualified professionals.

DiscoveringMontana.com, the official state website, developed Licensee Lookup in partnership with the Montana Department of Labor and Industry.

Significance to the improvement of the operation of government

The online licensee lookup service has saved so much time for the Department of Labor and Industry Boards.  The medical boards alone used to receive close to 300 calls a week on license related questions.  These boards have reported a reduction in calls to less than 30 a week since the launch of the service.  More than 90% of citizens and professionals are using the online service to find the answers to their questions.  This enormous reduction in calls to the Department of Labor and Industry has allowed their staff the ability to focus on other responsibilities. 

Benefits realized by service recipients, taxpayers, agency or state
With the launching of the Licensee Lookup Service, Montana citizens no longer have to track down the right governing entity for a given licensed profession by wading through boards and agencies.  They have instant access to the information, 24 hours a day, seven days a week.  

The Licensee Lookup serves the licensed professionals, as well, as it provides them with the ability to check the status of their own licenses, confirm whether they are active or inactive, check the expiration date, and look up their license numbers.  Employers use the service to check the status of potential employees’ licenses.  

Return on investment

The Licensee Lookup service has been in production for close to two and a half years.  During this time the Department of Labor and Industry, Business Standards Division has seen a significant reduction in telephone calls to their office.  The medical boards alone used to receive close to 300 calls a week on license related questions.  These boards have reported a reduction in calls to less than 30 a week since the launch of the service.  Now more than 90% of citizens and professionals are using the online service to answer their licensing questions.
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1. Description of project, including length of time in operation.

The Licensee Lookup Service allows anyone with access to the Internet the ability to check on the licensing status of any professional registered with the state of Montana, from accountants to electricians to physicians.  Launched in December 2001, this free service allows the user to search by profession, license number, name, city, and more.  The Licensee Lookup Service will return information on the licensee including license type, any specialties, license status, and expiration date.  New to the service is the return of disciplinary information on the licensee.  Montana has 36 professional boards, 70 state license types, and nearly 66,000 licensed professionals.  The Licensee Lookup service has dramatically increased the ability of citizens to verify that they are working with qualified professionals.

DiscoveringMontana.com, the official state website, developed Licensee Lookup in partnership with the Montana Department of Labor and Industry.

The Licensee Lookup system allows an interested individual to enter some basic information about a professional and have specific license information returned immediately. Citizens do not need to know a specific board or agency – just minimal information such as a last name, a city, or zip code.  All of this information was available but only by contacting each individual Board at the Business Standards Division in the Department of Labor and Industry.  If you wanted information on a real estate agent and a medical doctor, you could not get this information in one phone call.  You would have to call both the Board of Realty Regulation and the Board of Medical Examiners.  Receiving this information through a state agency only allowed citizens to get information during state office hours.  Also, those who wanted information on numerous professionals would have to wait on the phone for long periods of time while each professional’s record was being accessed.  

The difficulties of finding information on Montana licensed professionals were apparent.  Having the security of knowing you are working with or hiring a trained professional is invaluable.  It was necessary to develop a service in which citizens, professionals themselves, and prospective employers could check on licensing status in minutes and at their convenience.  The Licensee Lookup service was the solution.

The service is available 24 hours a day, seven days a week, making government more directly accessible for businesses and citizens.  The Licensee Lookup system represents one of the new services available at the state portal that is transforming the portal from a place where businesses and citizens go to find out how to get something done to a place where they go to do it. 

By not paying development costs for the service, the Department of Labor and Industry’s office saved over $42,665.  Maintenance and enhancements to the service are also provided with no charge.

The online License Lookup was developed and maintained without the use of tax dollars or a general fund appropriation. This is possible through a public/private alliance between the state of Montana and DiscoveringMontana.com.

Our privacy and security policy is clearly published on the website.

The Licensee Lookup service runs on our production web server, with the following specifications:

IBM ASCII Monitor/Console       (shared between the 4 AIX boxes)

IBM p640 Web Server (B80)

        375MHz POWER3-II

        1GB RAM

        2 - 18.2GB SCSI drives - mirrored

        AIX 4.3.3 Operating System

        IBM_HTTP_Server/1.3.12 Apache/1.3.12 (Unix)

        Backup performed daily via Harbor
2. Significance to the improvement of the operation of government.

The Department of Labor and Industry, Business Standards Division received numerous telephone calls monthly asking for information on licensed professionals.  Agency employees were handling phone calls daily on simple licensing questions.  The ability to give the public access to this information has freed up much of their time for other tasks.

The medical boards alone used to receive close to 300 calls a week on license related questions.  These boards have reported a reduction in calls to less than 30 a week since the launch of the service.  More than 90% of citizens and professionals are using the online service to find the answers to their questions.  
3. Benefits realized by service recipients, taxpayers, agency or state.

With the launching of the Licensee Lookup Service, Montana citizens no longer have to track down the right governing entity for a given licensed profession by wading through boards and agencies.  It is essential for citizens to know that they are working with licensed and qualified professionals.  The Licensee Lookup serves the licensed professionals, as well, as it provides them with the ability to check the status of their own licenses, confirm whether they are active or inactive, check the expiration date, and look up their license numbers.  Employers use the service to check the status of potential employees’ licenses.  
We rely on the participation of all individuals and licensed professionals in Montana to make improvements in the service.  A feedback mechanism is included with this application that allows us to constantly improve the service.  Two examples of using customer feedback to make changes include:

In version one of this service, we provided a search option requiring the user to select a governing board for a license from a drop-down menu.  Based on user feedback, the drop-down menu was changed to reflect the name of the profession instead of the board of jurisdiction. Thus a user chooses the more intuitive "Accountant" instead of "Board of Public Accountants".  

Secondly, customers wanted the ability to see if the licensed professional had any disciplinary action.   All of the boards were able to make sure their disciplinary data was updated and correct and we were then able to provide this information online, which has been an extremely valuable addition to the service.

The service is available 24 hours a day, seven days a week, making government more directly accessible for businesses and citizens.  The Online Licensee Lookup is free to the public.

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

The Licensee Lookup service has been in production for close to two and a half years.  During this time the Department of Labor and Industry, Business Standards Division has seen a significant reduction in telephone calls to their office.  The medical boards alone used to receive close to 300 calls a week on license related questions.  These boards have reported a reduction in calls to less than 30 a week since the launch of the service.  

The adoption rate continues to grow each year for the service.  After the first year of service we were at an adoption rate of about 40%.  Now more than 90% of citizens and professionals are using the online service to answer their licensing questions.

In 2002, 638,611 users accessed the system.  This number more than doubled in 2003, with 1,328,328 accesses.  We are well on our way to exceeding this number with more than 520,000 accesses in just four short months.

