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Topics

Introductions « 5 min — New departments - DGS, DOR
Recap of the last couple of meetings A B e O e D
Discuss where we are in our journeys — FI$Cal + 15 min - Neeraj Chauhan
Discuss where we are in our journeys - DMV * 10 min — Steve Gordon/Ajay Gupta
Discuss where we are in our journey - ALL + 15 min

* 5 min — shared repositories (CDT), UlIPath
Discuss preViOUS action items proposal on Statewide “elastic” licensing, Al

Pilot update

Open discussion - 5min
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Obijectives of the discussion forum :

To share ideas, experiences and our journey to improve
operations and gain efficiencies by implementing robotic
process automation




Recap of the last couple of meetings
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DEPAATMENT OF MOTOR VENCLES

We discussed...

* RPA Blueprints -

Transforming a manual process with Automation

B O Meo— @ & @ & 4

Additional Ideas - Second Residency Verification

the agpication

s retumed to DMV prints fu;?nn;e;n\;pens
“ustomer " il
Current if Compiete, then the Current customer specific MV sl returns it If DMV racenvas v DMV reconciles.
M I Customer sends the Ml is dalivered, Ops workes informattion is entared Process letter, form, and am{e\o_pe L needed, insers opens &K sorig BNV scansit data in systems
anua paper farm and routed, envelop vakidates ' in tha system e 3 2 mails it : the documents
Process atachments through  opened, cantent infarmaion retumn envelope Al s
POSTAL MAIL {with sarlad 2nd = verifications docs
signature and check assigned for =]
payment) pracessing m E
- 1 Cashiaring  Cashiaring IF carruct, gt @ @ | 1
a process i generates i approved and - Dat
New m o) triggered overpaymant or  sent For printing CUSIBMET is aulomaugl
A dnder payrment DMV prints a instructed to go For ol a’:m
Auto New Proposed generic letter DMV stuffs online and sign a digitized In DMY
Process Customer submits #Check/Credit Electronic Aviomated I complets, then Process Instructing envelope and customer-specific g
f Servi the information and  Card and workicad Backend the infarmaticn is Slstear i malls It form. If neaded systems and
(Self Service)  gachments electronic distoution and checks, deta captured in the i ' content
ELECTRONICALLY  signatures tracking entry and system GO ONLINE attaches address revasitory via
{with electronic” document change docs and Dcﬁs v
validations) uploads into Excaptions may result
DMV systems 3 innotfications to the redirected to ICA

custamer or DMV staff

“Real tme or amail basad

* ROI Calculation - ]

Detailed ROI Modeling Example, part 1 Detailed ROl Modeling Example, part 2

Factors, units and costs Factors, units and costs
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We discussed...

Primary Implementation Actors

* Team structure

Responsibility matrix for Intelligent Automation
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* Operating Model © = © o~

Operations Operations (Continued)

) Security
Operating Model Layers
. o s . | |
. Identify use cases, agree on prioritization, readmap for future, report out to leadership Access Provisioning, deprovisioning rules, set up roles based access control
Strategic - (RBAC)
and executive team
; Human in the loop vs bot builder
Bot outcome, benefit tracking and day to day management of bots, change ) - -
Tactical management, identifying bot processes, reviewing for compliance, optimizing and Segregation of duties BOT manager vs BOT Auditor

prioritizing usé cases BOT performing 2 tasks previous completed by two different profiles

Development, maintenance and operations (Build and Run teams together),
Operational Infrastructure support. Continuous monitoring of Bots, triaging runtime issues and
fixing/ fine-tuning/ optimizing. Process compliance, managing security/compliance

Leverage an application-to-application password management tool (Ex

Password Management Beyond Trust) to maintain ID and password expiry rules/provisioning
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Use cases implemented so far (Jan-Apr)

* Motor Carrier Permit Renewal

- Paper to online with a back office transactional bot to an
Oracle forms application. 60K/year

* Vehicle Salesperson Occupational License Renewal

- Paper to online with a backoffice transactional bot to a mmﬂ,
mainframe application. 80K/year

- Temporary Driver License

- Web workflow with back office validation bot and document
generation application. 2,500/day

* Driver License Internet Renewal Expansion

- Augmenting legacy application via file processing
and automating bulk manual transaction. 170K anticipated

© Copyright 2019, California DMV. All rights reserved.



Other progress updates

- OSHPD
- In the process of building POCs

- CDT

- Artificial Intelligence/ Machine Learning/ Robotic Processing
Automation in May.

- Fi$Cal
- In the process of establishing an Automation Workgroup

* Energy

- Implementing automation use cases

© Copyright 2019, California DMV. All rights reserved.



Where are we now? — FI$Cal




Where are we now? - DMV




DEPAATMENT OF MOTOR VENCLES

June-August 2020 — The headlines..

RPA allows Second Residency customers to complete the submission online
without having to deal with mailed in paper.

 RPA protects Digital Mailroom crew members during the pandemic outbreak
with remote access to workload when teleworking

« RPA provides relief to California citizens by temporarily extended driver
license expiration date of California drivers during quarantine

« DMV speeds up Virtual Field Office processing by introducing automation to
process legacy payments and mail

© Copyright 2019, California DMV. All rights reserved.




DEPAATMENT OF MOTOR VENCLES

June-August 2020 Accomplishments — Featured Bot

Digital Mailroom

« Use case deployed in August 2020

« DMV receives more than 5-6 million Notice of Release of Liability mail items a year.

« The automation process includes an Al engine performing analysis on scanned incoming
mail items and enabling teleworking workforce to securely access paper workloads amid
COVID-19 pandemic

» 80% of scanned incoming Notice of Release of Liability mail items were automated using
Bot and Al.

© Copyright 2019, California DMV. All rights reserved.
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Use Case — Bots and Al - Digital Mailroom

Al based intelligent document processing (NLP, ML, Computer Vision)

AL

=l-bd - -8-Q-& -y -

Scan & extract Catalog
Incoming mail Mail processing metadata and store Classify Assemble Package
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Extract Verify Augment Export —_—> Manual processing —
(Machine) (Machine Aided) (Human Aided) (By machine) Legacy system
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DEPAATMENT OF MOTOR VENCLES

June-August 2020 — Featured Bot (Continued)

Second Residency Letter

* Use case deployed in May 2020

« Customers still needed to have 2" proof of residency were directed to submit the
information online

» 800K letters were mailed out

125K (16%) have completed the submission electronically

« $736K in labor savings
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Use Case — Bots - Second Residency Verification

Current
Process

New Proposed
Process

2

DMV prints a
customer specific
letter, form, and
return envelope

2

DMV prints a
generic letter
instructing
customer to
GO ONLINE

2

DMV stuffs
envelope and
mails it

2

DMV stuffs
envelope and
mails it

2

Customer opens
it, signs and
returns it. If
needed, inserts
address
verifications docs

instructed to go

online and sign a
customer-specific
form. If needed,

attaches address
change docs and
redirected to ICA

Y \

DMV receives
opens and sorts
the documents

DMV scans it

DEPAATMENT OF MOTOR VENCLES

DMV reconciles
data in systems

automatically
reconciled and
digitized in DMV
systems and
content
repository via
bots
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Featured Use cases in works

* Autonomous Vehicles - Provide a new online channel for the autonomous
vehicle manufacturers to obtain and renew test vehicle permits
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Where are we now? - All
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ldea sharing..
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DEPAATMENT OF MOTOR VENCLES'

Optimizing the bot ecosystem

- 25 Unattended bots automating 13 business scenarios and sharing
multiple workloads to optimize licensing

« 24x7 bots, scheduled bots and ad-hoc bots

- Schedule driven by resource constraints/conflicts of target systems,
human involvement

HOURS

Robot Name o [ 17T 2 T3 e s e T g9l v u ] 3] ] s e [ 7] 18] 1w o] 2a] 2]23
Robot01 Motor Carrier Permit Renewal - Pre Validation

Robot02 [ | | | Second Residency Quick Web | [ | [ Motor Carrier Permit Renewa I [MCPTechTurnn | Quick Web for MCP and OL
Robot03 Occupational Licensing - Pre Validation

Robot04 Temp DL Extension

Robot05 [ | | | [ | | [ | [ Occupational License Renewal | [ | [ | [ |
Robot06 Temp DL Extension

Robot07
Robot08 Virtual Field Office - Payment Bots
Robot09
Robot10 [ T T T T T T [ T T ]
Robot11 DLIR Robot Process
Robot12 Second Residency Quick Web
Robot13
Robot14
Robot15
Robot16
Robot17
Robot18 Digital Mailroom and NRL Bots
Robot19
Robot20

Virtual Field Office - Payment Bots
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		Robot13

		Robot14																										Virtual Field Office - Payment Bots

		Robot15

		Robot16		Digital Mailroom and NRL Bots

		Robot17

		Robot18

		Robot19

		Robot20

		Robot21

		Robot22

		Robot23

		Robot24

		Robot25






Updates on previous action items

shared repositories (CDT), UlPath proposal on Statewide “elastic” licensing, Al Pilot update...

© Copyright 2019, California DMV. All rights reserved.



	State of California RPA Discussion Forum
	Topics
	Slide Number 3
	Slide Number 4
	We discussed…
	We discussed…
	Use cases implemented so far (Jan-Apr)
	Other progress updates
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Use Case – Bots and AI - Digital Mailroom
	Slide Number 14
	Use Case – Bots - Second Residency Verification
	Featured Use cases in works
	Slide Number 17
	Slide Number 18
	Optimizing the bot ecosystem
	Slide Number 20

