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8/28/2020

Sharing our RPA journey

State of California RPA 
Discussion Forum

DMV, CDPH, OSHPD, FI$Cal, Energy, DOT, EDD, 

CDT, CHP, Covered Cal, SCO, DGS, DOR
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Topics
Introductions • 5 min – New departments - DGS, DOR

Recap of the last couple of meetings • 5 min – blueprints, ROI, candidates, lifecycle, 
RACI, Bots (MCP, OL, Temp DL and DLIR)

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

Discuss previous action items
• 5 min – shared repositories (CDT), UIPath

proposal on Statewide “elastic” licensing, AI 
Pilot update

Open discussion • 5 min

AG
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Objectives of the discussion forum :
To share ideas, experiences and our journey to improve 
operations and gain efficiencies by implementing robotic 
process automation
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Recap of the last couple of meetings

AG



© Copyright 2019, California DMV. All rights reserved. 5

We discussed…
• RPA Blueprints

• ROI Calculation
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We discussed…
• Team structure

• Operating Model
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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 

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 

AG
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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

AG
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Where are we now? – FI$Cal
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Where are we now? - DMV
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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
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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 AI 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 AI. 
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Use Case – Bots and AI - Digital Mailroom

Incoming mail Mail processing
Scan & extract 

metadata
Catalog 

and store Classify Assemble Package

Extract
(Machine)

Verify
(Machine Aided)

Augment
(Human Aided)

Export
(By machine)

Robot processing

Legacy system
Manual processing

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

Digital Mailroom - AI and bots working together

https://cadmv-my.sharepoint.com/:v:/g/personal/ajay_gupta_dmv_ca_gov/EdXUGNCHL99Cp1RpuC5FJMEBCOHDyIB37CN-ddkK-_xNQA?e=M96BeW
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June-August 2020 – Featured Bot (Continued)

Second Residency Letter
• Use case deployed in May 2020
• Customers still needed to have 2nd 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

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

DMV stuffs 
envelope and 
mails it

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

DMV receives
opens and sorts 
the documents

DMV scans it DMV reconciles
data in systems

New Proposed 
Process

DMV prints a 
generic letter 
instructing
customer to 
GO ONLINE

DMV stuffs 
envelope and 
mails it

Customer is 
instructed to go 
online and sign a 
customer-specific 
form. If needed, 
attaches address 
change docs and 
redirected to ICA

Data 
automatically 
reconciled and 
digitized in DMV 
systems and 
content 
repository via 
bots

Second Residency Automation

https://cadmv-my.sharepoint.com/:v:/g/personal/ajay_gupta_dmv_ca_gov/ETLq1lldf4lKuMfu50UEtjQBQs_HSJGAMkfv63kpZpGtwg?e=fUoWha
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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

AG
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Where are we now? - All

AG
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Idea sharing..

AG
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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
Robot Name 0 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23
Robot01
Robot02 MCP Tech Turn In
Robot03
Robot04
Robot05
Robot06
Robot07
Robot08
Robot09
Robot10
Robot11
Robot12
Robot13
Robot14
Robot15
Robot16
Robot17
Robot18
Robot19
Robot20

HOURS

Motor Carrier Permit Renewal - Pre Validation
Motor Carrier Permit Renewal

Occupational Licensing - Pre Validation
Temp DL Extension 

Second Residency Quick Web

Second Residency Quick Web

Quick Web for MCP and OL

Virtual Field Office - Payment Bots

Digital Mailroom and NRL Bots

Temp DL Extension 

Virtual Field Office - Payment Bots

Occupational License Renewal

DLIR Robot Process
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		Robot01		Motor Carrier Permit Renewal - Pre Validation

		Robot02										Second Residency Quick Web												Motor Carrier Permit Renewal														MCP Tech Turn In				Quick Web for MCP and OL

		Robot03		Occupational Licensing - Pre Validation

		Robot04		Temp DL Extension 

		Robot05																						Occupational License Renewal

		Robot06		Temp DL Extension 

		Robot07																										Virtual Field Office - Payment Bots

		Robot08

		Robot09

		Robot10

		Robot11								DLIR Robot Process

		Robot12										Second Residency Quick Web

		Robot13

		Robot14																										Virtual Field Office - Payment Bots

		Robot15

		Robot16		Digital Mailroom and NRL Bots

		Robot17

		Robot18

		Robot19

		Robot20

		Robot21

		Robot22

		Robot23

		Robot24

		Robot25
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Updates on previous action items
shared repositories (CDT), UIPath proposal on Statewide “elastic” licensing, AI Pilot update…

AG
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