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Objectives of the discussion forum :

To share ideas, experiences and our robotic process automation
journey across the State to improve operations and gain

efficiencies




DUPAATMENT OF WOTOR VENCLES

Agenda

» Recap of past sessions for the new attendees
* What is new at the DMV

- What is happening at FI$Cal (and other departments)
* DMV-UIPath Immersion Lab

» Collaboration space




Recap of the last couple of meetings
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DUPAATMENT OF WOTOR VENCLES

RPA Center of Excellence Maturity

 Picking the right projects + Sharing responsibilities
- Business Case Development - RACI for bot manager, business owners, technical team, executives,
compliance

Concept Commit

: . - Organization readiness
Execution Commit

. L * EX ion an rtm |
Readiness Validation ecution and supportmode

) - Timelines and milestones
ROI Calculations

L ) . - Status reporting and continuous improvement
* Picking the right design pattern PoTting P

o ) _ - Bot scheduling optimization model and templates (NewWIP )
- Paper to Digital Bots (Using online workflow accelerators)

] . ) ) - RPA portfolio ROI calculation sheet (New)
- Backoffice Processing Bots (augmenting steps in a complex process)
- Integration Bots (Queues and APIs. Design pattern for Near Real Time)
- Conversion/File Bots (One time/ad hoc use in bulk)

- Inteligent Document Processing Bots (digitizing paper mail processing using Al)

© Copy right 2019, California DMV. All rights reserv ed. 5
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We discussed...

* RPA Blueprints

Additional Ideas - Second Residency Verification

2 2 2 4 ¥ ¥

Customer opens

Transforming a manual process with Automation

2 ¥ ¥ X hapiceion

s returned to

“ustamer DMV prints a it, signs and
Current if Compiete, then the Current customer specific DMVI stuffs d returns it. If DY recz\vasns oMV i DMV reconciles
Manual Customes sends the el is delivered, Ops worker information is entered Process \etter, form, and envelapa ary needed, inserts ‘opens and sol scans | data in systems
paper form and routed, envelop validates \' in the system A " : II mails it dd : the documents
Process attachments through opened, content Information retum envelope acdress
POSTAL MAIL (with sorted and — verifications docs
signalure and check assigned far ==
payment) processing [I] E
—_ 23 Cashiering Cashiering I carrect, permit @ @ | ! 3
process is generates is approved and Daf
New E] Gﬁ. Iiggenes ouepaymEnt ef e for printing CUSTBMET Is aulomaljg‘l\
e under pajrment DMV prints & instructed to go eI
Automate New Proposed generic letter DMV stuffs online and sign a digitized in DMV
Process Custemer submits oChack/Cradit Elsctronic Automated I complete, then Process Instructing envelope and customer-specific g
. thainformation and  Card and werkizad Backend the informaticn is i mails It LT systems and
(Self Service)  ypachments eleciranic cistrigution and checks, data captured in the Ee - » content
ELECTROMICALLY signaiures fracking entry and system GO ONLINE allaches address repository via
with wiectronic” document change docs and pasitory
validations) uploads inta Excepbions may result redirected to ICA Lot

DMV systems 2K innotifications to the
customer or DMy s1aff

“Real time ar amail basad

» ROI Calculation o -~ o
Detailed ROI Modeling Example, part 2

Factors, units and costs

Detailed ROl Modeling Example, part 1

Factors, units and costs

Operational Effort Technology Baseline Effort Project Specific Effort | Shared Support Effort Other Factors

Wit Tt # of hours used {annualy} 4972 hours it % of ara-wer?u mnules‘:(l?:aned“no he Hn( O!;‘on"\e sefup eﬂt:\ in rﬂ-;‘gmnn. 150 hours. Uit Bot devekoprnent hours Process Autamaion support hours (ongaing Inoentive to paric ipate
FFOCRES ivEr A year (usage Iracked 10 & minte] anagement, integration, standaids) MBFIENSNCE of 88 13— o BNNBNCEMENEz]
Cast: Hourly Rate for the Staff engagsd nthe 2150 Cast: Licermsing cast{include Bats, Orchesiralor Cost: Hourly Rale (blended) for the COE degioymant Gratuity for perticipation
curtert process and Studa) eam supporting bat implementatian
15000 Unit. management time alocated 0 54 hourshweek
specific process

Unit % Yield (affective eflort reduction estmated 0 %
with bat imglementation)

Smou MBNBQING e BAANGS (whak 10 &iease 1o the
comnmen pool and

Uni: # of auometion projects siaed o be  TEC and what in keep for new projects)

o ¢ Rats )
deveioped concurrently (over 24 months) Bl

aubornation beam supponting process
Implementation

Portfobin mor 543,57

i miterials (paper, storage) and IT TBD

{desktop spport) unic #of aulomstion projects slaled tobe  TED

meaniaied concurmendy {over 24 menifs)

Grevances s °°
FinesLawsils § H

S

Gustomer iteraction hours (rejeclions, status
Inquiries. delay grievances)

Copy right 2!
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Expecied recuction in customer inleraction hours

Automation project Hespan (years)

° Efficiency gains (hours or $3)
@ Cost of gaining efficiencies

@ Efficiency gains (hours or $§)
. Cost of gaining efficiencies

Backiog impact ta the custamers

Communication on the furd reallocation to
stakehalders
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We discussed

Primary Implementation Actors

<P e, segual, and s e afancy and o Busneas bt L= + Fasponaih or scope and drection  imkmed e Nty o W o o] [ et by VAR [+ it oy S e
s e T | afthe weral stomatis bt b i . Dirvelap P Defniion Decument
Bot Managerf Product Owner rn a8 paatons 10 b docsons; s o e oo dion I nw al e e e . ;mmmuminmm oo BT Fom
practices mnd pnciples process that can be srlomabad Ahat will be autamated
Faticipate in discory sawsiang
+ Prodes Suiect Matte Experies (SNE}
Process and Implementation
Manager
w © Mintane the soltion + Drohys Rokcta tode tostand + Manoges excepkion socessing workioad  Act o the priect Provies uidnce an pat corfguratin
Al . H:H':Mh o incidants. Triages and mhn Gmmﬂﬂu‘ - . IQI'MH ncidants P man e oardnaton
S thtposem it e st e o Opesatio praiizes . o mcors tothe ystemshat - it Susness conliky s g
Paricipae . s + Valkdatas tha implementation foe are pan of auiomation ot dosntimaliasiis
Product Tester e s o e e ki e T e ==
+ Minaget het loccion and ceroeila dow, 150t rodiction sdronmares.
. Fuforms periodic reviw of the
pathm for eacurky and
peturmn,
Technology Integration e —— =
Manager + Cotrdinatas Gans 10 GRSLA SySIAM COMElaNCa on dafa secunily poicks and standarts W
desclogpimart Fafurms tasting
Canautud - Owersas pucasa changes +  Daias and manages 1h  Recommands process changas
© li M +Ruseonsibie fi vabdaiing iha process autamatkan imgkmartaikn for campianca b COE astablishad standends and DMY security pakckis e e e It o
ompliance Manager e e el o o
Consuted Supphes candidaie students: Supphes candidsie students Supples canduiate studants Provsdes tranng on the 1ool and knawedpe
trarakar
Cansuted . Enfocesiabdaies sscurty pobries  Proddes npat Provides ingut Implamares piatform sacuriy, sacure
around dika and accids cridential 5t and GaCasc man apimat
COE{T h I M *Rasgonsible for w2 up and ongaing oecrations of the digital translarmation COE. - . Implemarts sacure coding practices e
echnology Manager +Aaeits a supsuets the Compliance Manager in m3pacts of system mnd tatn pecurty meazures am contrls - =
E:::; e gats 01 of e D et s s tay tn day use and SLA meniaing Irformed Accourtable
nkyimiad . Pioddis desabipment sardcas for
. gy podicion deiymant f . mafor updte
D al Transformation P LOR . . cponsibie fir sndt-end anecuio o il digkal trncformation priects. canguratian updstas e ! g :"‘n.;x:‘"“’a;:“*"‘" “
*Rezponsible for project sslection, leam set up. and prgect planning and schedulng
Whamwd Implements plathim upgradi »  Testschangea and uggrades Irformed. Understand new product
Manager = D lee Prts s o

’ Operating MOde' @ Operations (Continued) ® =

Operations

¢ Team structure i i o Responsibility matrix for Intelligent Automation Q@ ™

)nums mnimmm manager, mw dmnm cutmer plamer

documents proce: Estabiish govemanc Wk » Infomid »  iomd +  mwd
U‘airh!u process: clwmu and awmnBuIme dafining the “Hew Word" Ewbiats RO
Maniage rasource alocaion

+ Proddes access tovendor = Arts as the Produst Cwnar Acks as th project Dexelogs. new Rosots
= Shadows vendor during ©  Monoges backlog of processes manpgericoardnator

Security
Operating Model Layers

| |
. 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
Segregation of duties BOT manager vs BOT Auditor

BOT performing 2 tasks previous completed by two different profiles

Bot outcome, benefit tracking and day to day management of bots, change
Tactical management, identifying bot processes, reviewing for compliance, optimizing and

prioritizing use cases

Development, maintenance and operations (Build and Run teams together),
Operational Infrastructure support. Continuous monitoring of Bots, tiaging 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

Copyright 2 i . s reserved.
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We discussed...

P1 ‘ Why Change is Needed P4 ’ Gap Analysis/Assumptions m_

1 i Sample Questions
Business Case Planning Template e o Result 04 | 60d  90d
« What is the burning platform? « What holds us back from the Future State?
- What is the chief complain t’)' * What are the root causes of these road blocks? 1.
* A3 (https://www.calhr.ca.gov/Training/Pages/lean.aspx)  What s the impact of this issue? SE8 i 2.
« Intent of the action rainstonm 3
- Plan-Do-Check-Act model from CalHR Lean Academy + Scope — Start & end points .
4.
- Plan phase (P1-P4) completed during the "Concept Commit P2 | CUrTontotie D5 | Action Plan s
- Do (P5) filled in during "Execution Commit" 6.
" 1 : T— § . . Describe attributes of the current state: Ts
- Added a new "Readiness Validation" milestone meeting prior the deployment | ." g anitative (Money/Errors/Amounts/Time) Action ftem | Assigned To =
« Qualitative Completed 8.

\ Graphically present picture of Current State

Plan A7 ‘ Lessons Learned

P3 | Future State

| wny change is Necdea

P2 | Gurrent State

P3 | Future State

P4 | Gap AnalysisiAssumptions

Went Well/Helped What didn't go
Do Describe attributes of the future state: well/Hindered
e + Quanttetie

* Money/Errors/Amounts/Time
\ _} Sk ,-/ « Are metrics defined and achievable?

* Qualitative

Graphically present picture of Future State

© Copy right 2019, California DMV. All rights reserv ed. 8



Highlighted Use cases (Jan-Apr 2020)

» Motor Carrier Permit Renewal R

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

* Vehicle Salesperson Occupational License Renewal

- Paper to online with a backoffice transactional botto a
mainframe application. 80K/year

- Temporary Driver License |

- Webworkflow 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

© Copy right 2019, California DMV. All rights reserv ed.
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Highlighted Use cases

 Virtual Field Office bots

- Integrate Salesforce with mainframe for payment processing
in the DMV Virtual field office using bots

Submission A
- 2.5K/day Virtual DMV Office &t €2
./f::" “‘gh J,’z Euwlans
o Virtual Office s i
o w“gr?ﬂfﬁce :;‘f_’::'ff:: _er " Work Queue (}*"

WI__'. —{

, gk
. |'H| (} DMV DMV
Deskto 5
Customers (}Jﬁ\ B | System

| ’f" Supendsar! i
Warklaad Manager (} =2,
/ OR Aute assignment
/ saction Elgbhilly Chack
{ & Frll':,'
|' + F'::'.-'l"'"' Caleulation
- L I| + Pended/RDF Transaclions
I l:|
.f'

H"“*—-,__ Legend
S, . . = Indtial submission activiias
T Back Office - Digital Mailroom
——— - (Received via & Unigue Rush PO Box)

© Copy right 2019, California DMV. All rights reserv ed.
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Highlighted use cases (Sept-Dec)

» Contact Center "Fetch Bot"

- Integration with Salesforce Contact Center instance with a
UlPath "fetch bot" to check for caller eligibility to receive the
renewal by mail form

- Customer information retrieval in real time for identity

verification
» SR-1 Accident reporting REPORT OF TRAFFIG
. : . : ACCIDENT
- Paper to online transformation with a back office OCCURRING IN
: : o CALIFORNIA (SR-1)

transactional bot to a mainframe application and a content FORM
management system

- Reuse of the bot plumbing for reuse as a direct datainterface oo T
with AAA Insurance

© Copy right 2019, California DMV. All rights reserv ed.
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Highlighted use cases (Sept-Dec)

* Virtual field office “Validation Bot"
- Verify on the go during intake

- Check Vehicle VIN and Plate information 4 e

* Check SMOG status & |

DMV VIRTUAL
OFFICE

© Copy right 2019, California DMV. All rights reserv ed.
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Current FI$Cal RPA Processes

Below are the current FISCal RPA offerings. Most require departments to provide a standard input file
that the BOT uses to complete the transactions. At the end to the process the BOT produces a report
of what was processed and details of any errors.

AR Deposit Upload Process: Add Supplier:
Automates fixing errors to multiple deposits. The Automated process to add a large number of
process searches for a deposit, captures the Suppliersinto the FISCal System.

necessary information and creates a new payment.

Add RecurringPayments:
Add Purchase Order: Automates adding multiple recurring payments
Automates adding a large number of Purchase Orders into the FISCal system.
into the FISCal System.

Extract Attachments from Vouchers/PO’s/P-

Add Vendor Process: cards purchases for Personal Protective
Automates addinga large number of Vendorsinto Equipment (PPE):

the FISCal System. Automationto copy all PPE attachments.

© Copy right 2019, California DMV. All rights reserv ed.
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FI$Cal Future Vision

* Governance and Technology Improvements
- RPA Service Catalog
- Unattended Callable RPA Solutions

- Contact Center/ Chatbot Integration for Advanced Fulfillment

* Future RPA Use Cases
- Create Vouchers from Revolving Fund Checks/ Lien Fees
- Create PO from Multi Year Contracts
- Extract Attachments from Contractsand T & C’s

- Create Deposits from Deposit Slip

© Copy right 2019, California DMV. All rights reserv ed.
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FI$Cal RPA Services

. FISCal’s RPA services are free for all departments.

* Departments can use any existing RPA process

* Or we can add enhancements and functionality to existing RPA processes
* Or we can create new RPA processes for departments to use.

* The FISCal RPA services are secure and are auditable with managed access
controls.

© Copy right 2019, California DMV. All rights reserv ed.



Where are we now? - DMV




What's new at the DMV

Managing Bot Productivity and Tracking ROI
Physical Mail Processing

SR-1 Accident Bot

Mobile Technician Eligibility Bot

Bot as a Waste Reduction Lever

Immersion lab

© Copy right 2019, California DMV. All rights reserv ed.

Ideas and templates

With a “Scan first” approach and bot
integration with intelligent document
processing, processing incoming mail

Improving digital adoption with multi-channel
intake strategy

Providing options to eligible customers upfront
and completing backoffice processing*

Incorporating bot in Virtual Field Office Waste
Reduction Strategy

Understanding the Industry and Technology




RPA@DMYV In Action

26*

Use Cases Deployed

T4
>62K

Tech Hours Saved

A

>3.86 million

Transactions Processed

ROD -7 ROD - 3.5K ROD - 127K
LOD - 12 LOD - 41K LOD — 2.66M
FOD -7 FOD - 17K FOD - 1.08M
o, 0
A
&%
18 $3.7 million
Web Automation Use Cases Bot Onlv Use Cases Savings/Cost Avoidance
ROD - 3 oD 4 ROD — $164K
LOD -4 LOD — 8 LOD - $2.8M
FOD-1 FOD — 6 FOD - $764K

© Copy right 2019, California DMV. All rights reserv ed.

*5 use cases end of life/fully realized (Temp DL ext., 2"d Residency, and Digital Mailroom (NRL), 2 Payment Catchup Bots)
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OMEPARTMENT OF MOTOA VENCLES
O t . . . t | l b t t
| I . | t
HOURS k of [Average time for | ly Running.
. |Restrictions on . " . IP Address "
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 Process Name Once ? — |Why only these hours ~ [SLA Requirements ::‘;lslnmns per :‘ll:fl\“l:nsacﬁon i |on Machines [—— Who can help with setup
Robot01 Motor Carrier Permit_Pre Validation + RBM_70Plus | o provide customer T
Robot02 [ [ [ [ [ | MCP Tech] Quick Web for MCP and OL one - avallable |, o experience, | T*PIc2!Y in few hours
MCP Pre Validation Internet Explorer ( MCP URL), Java setup No 24X7 based on |from time of request No
Robot03 o] Licensing - Pre Validation + RBM_70Plus_DL requests faster response is received
Robot04 Vehicle Testing + 04M Re-Issue Fee processor Bot + Reissue Fee Dispatcher Bot f“a,’“k e N
/ork Date must
Robot05 DL Eligibility [ _ License Renewal [ __ Mobile Tech DL Eligibility thorized - Can
Robot06 A + _Pay g + RBM_70Plus_DL happen the day before
Robot07 1SOP QuickWeb | Plate- Quick Web | [ | | [ | MCP Renewal Internet Explorer ( MCP URL), Java setup No 6:00 AM t0 4:00 PM [2. Tech Tur Inmust | No hard SLA's No Joseph senda
Robot0g [ [ [ | | | | [ | | VFO_TitleTransfers appen tefore £0D for
timely payment
Robot09 | [ | | | | [ | | [ | ponestg
Robot10 DUS 70 Plus [Tech tum in must be. 2
Robot11 DLIR Robot Process complete for Control
Cashier to validate and y
DUS 70 Plus MCP Tech Turn In Internet Explorer ( MCP URL), Java setup Ives 400 PMt0 430 PV |2y O hard SLA'S No lJoseph Senda
for proper ETF File:
Robot14 i
o I — I — - I - I T
Robot1s I I i I I i I i i i | oL prevaidation ermet Exglorer, S, Ruma m None ~ovalable 20X e [No hod SUA_Typicllyprocessed within the hour 5 ves o ]
Robot16 Available - (Previously used for DigitalMailroom_NRL) 1 Work Datemustbe || o 4
|l botl7 RBM_70Plus_DLIREligibili Internet Explorer, EASE Application set up, authorized daily- ‘Tvp ::Hv in f'ew huuv‘s
obo! = = Location enforcement must be disabled. before processing the [[°7 1% " 14
Robot18 [ [ [ I [ [ [ [ [ [ 1SOP Payment Bot [ [ [ oam_reissueree ves 1130 Amto 3pm_ranaction receive ves (ins o
Robot19 | | [ | | [ | igitalMailroom_Tit | [To provide Business | 0
. rypically in few hours
Robot20 \ | ‘ \ | ‘ Motor Carrier Permit Renewal | _ (if more volume ) ‘ Internet Explorer, EASE Application set up, users chance to review |0 request
g Location enforcement must be disabledt the Business
Robot21 SR1- Accident Report lavT No 8.00 a.m to 5:00 PM |exceptions received Yes |Gina Munro,
Robot22 SR1 - Accident Report_ Quick Web + VFO_Quick Web + Portal Quick Web OLsales Internet Explorer, EASE, Rumba No 9AM-3PM [Payment Processing to {No hard SLA - typically processed within the hour if di 5 Yes [Jun Andal,
Robot23 e-Learning RP_Prevalidation Internet Explorer, Rumba No None - available lable {No hard SLA~ Typically processed within the hour B s Phuong Wan
Robot24 ‘ | ‘ ‘ | ‘ \ | 'AKTE Results + AKTE_DLP | RP_PaymentProcessing Internet Explorer, Rumba No 9AM-3PM [Payment Processing to INo hard SLA - Typically processed within the hour 6 Yes| Phuong Wan
}— = SR1-AAA Bot }— [Timely updates helps 11
E_DLI |AK
Robot25 ‘ I ‘ ‘ I ‘ ‘ [AKTE_workda] AKTE_DLP | EfeODTDAH None - available  |customers elgible for
Internet Explorer, Rumba set up 24X7 based on Internet Renewal, |To be processed Daily
requests. otherwise they have to
DLIR_Process No g0 to Field Office
[Timely updates helps. 10,12,13
None - available customers eligible for
Internet Explorer, Rumba set up 24X7 based on internet Renewal, ITo be processed Daily
requests. otherwise they have to
DUS_70Plus. No go to Field Office

© Copy right 2019, California DMV. All rights reserv ed.
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HOURS
Robot Name o | 1 | 2 | 3 | a | 5 | & 7 8 9 0 [ 1 [ 1 13 | 14 [ 15 | 16 | 17 | 18 19 | 20 [ 2 | 2 | 23
Robot01 Motor Carrier Permit Pre Validation + RBM_70Plus_DLIREligibility
Robot02 | | | | | | [MCP Tech] Quick Web for MCP and OL
Robot03 Occupational Licensing - Pre Validation + RBM_70Plus_DLIREligibility
Robot04 Autnomous Vehicle Testing + 04M Re-Issue Fee processor Bot + Reissue Fee Dispatcher Bot
Robot05 MobileTech DL Eligibility Occupational License Renewal Mobile Tech DL Eligibility
Rohot06 ReplacementPlate_PreValidation + ReplacementPlate_PaymentProcessing + RBM_70Plus_DLIREligibility
Robot07 ISOP QuickWeb Replacment Plate- Quick Web
Robot08 VFO_TitleTransfers
Robot09 | |
Robot10 DUS 70 Plus
Robot11 DLIR Robot Process
Robot12
Robotl3 DUS 70 Plus
Robot14 VFO_Vehicle Registrations
Robot15
Robot16 Available - (Previously used for DigitalMailroom_NRL)
Robot17 RBM_70Plus_DLIREligibility
Robot18 | ISOP Payment Bot | | | |
Robot19 DigitalMailroom_TitleTransfer
Robot20 Motor Carrier Permit Renewal | DigitalMailroom_TitleTransfer ( if more volume )
Robot21 SR1 - Accident Report
Robot22 SR1 - Accident Report_ Quick Web + VFO_Quick Web + Interagency Portal Quick Web
Robot23 e-Learning
Robot24 AKTE Results + AKTE_DLP SR1-AAA Bot
Robot25 AKTE_workda‘ AKTE_DLP AKTE_EOD_DAF|

© Copy right 2019, Calif ornia DMV. All rights reserv ed.



Optimizing based on bot attributes
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Restrictions on

Average number of |Average time for

Currently Running

IP Address

© Copy California DMV. All rights reserv ed.

Process Name Applications involved/ Dependencies Once a day process ? hours Why only these hours |SLA Requirements transactions per |each transactionin [on Machines Denendencies Who can help with setup
day minutes P
To provide customer 1
None - available bet?er experience Typically in few hours
MCP Pre Validation Internet Explorer ( MCP URL), Java setup No 24X7 based on P Bl from time of request No
faster response is X
requests R received
desired
1. Work Date must be 2
authorized - Can
happen the day before
MCP Renewal Internet Explorer ( MCP URL), Java setup No 6:00 AM to 4:00 PM (2. Tech Turn In must No hard SLA's No Joseph Senda
happen before EOD for
timely payment
processing
Tech turn in must be 2
complete for Control
Cashier to validate and ,
MCP Tech Turn In Internet Explorer ( MCP URL), Java setup Yes 4:00 PM to 4:30 PM No hard SLA's No Joseph Senda
approve for next day
for proper ETF File
generation
OL_PreValidation Internet Explorer, EASE, Rumba No None - available 24X]PreValidation available {No hard SLA - Typically processed within the hour 3 Yes Jun Andal, Ann Lavendelo
1. Work Date must be ) ) 4
o X X Typically in few hours
Internet Explorer, EASE Application set up, authorized daily- .
R X . from time of request
Location enforcement must be disabled. before processing the received
04M_ReissueFee Yes 11:30 Amto 3 pm [tranaction Yes Gina Munro
To provide Business X . 4
- R Typically in few hours
Internet Explorer, EASE Application set up, users chance to review .
R . . from time of request
Location enforcement must be disabled. the Business received
AVT (AutonomousVehilceTesting| No 8.00 a.m to 5:00 PM |exceptions Yes Gina Munro,
OLSalesPersonRenewal Internet Explorer, EASE, Rumba No 9AM-3PM Payment Processing to {No hard SLA - typically processed within the hour if during 9AM-315 Yes Jun Andal, Ann Lavendelo
RP_PreValidation Internet Explorer, Rumba No None - available 24X]PreValidation available {No hard SLA - Typically processed within the hour 6 Yes Phuong Wan
RP_PaymentProcessing Internet Explorer, Rumba No 9AM-3PM Payment Processing to {No hard SLA - Typically processed within the hour 6 Yes Phuong Wan
Timely updates helps 11
None - available customers eligible for
Internet Explorer, Rumba set up 24X7 based on Internet Renewal, To be processed Daily
requests otherwise they have to
DLIR_Process No go to Field Office
Timely updates helps 10,12,13
None - available customers eligible for
Internet Explorer, Rumba set up 24X7 based on Internet Renewal, To be processed Daily
requests otherwise they have to
DUS_70Plus No go to Field Office
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RPA Operational Cost Savings* any

Automation B DIV B Successful g Exception B3 Business Exceptions g Total B3 %Efficiencygg Labor Savings g Material Savings g Gross Savings* i3
LOD 192 3 $ 5 % ' $

130,085 130,280 100%

TempDLExtension  J¥al 583,365 2,353 455356 1,041,074 56% S 0$ ' $
GOontheEO(DUN) [ 452,042 341 49 452432 100% $ 5 % 3
Ful PaymentBot (TT) [ 78,042 623 61,634 140,299 56% $ 6 $ 8
DLR Expansion ¥l 640,123 83 47,708 687,914 93% $ 2 % 8
70+DUSRB) [ 257,972 8 4,443 262,423 98% $ 0 $ - $
70+RBM [P 17,549 5 08 17,652 99% $ 5 % 3
Digital Mail Room (NRL) — [itel» 60,640 463 21,075 82,178 74% $ 9 s 8
Payment Catchup (TT)  [3l 7,731 642 18,174 26,547 29% $ 6 $ 3
Full Payment Bot (VR)  [Zol 43,227 4,945 43,200 91,372 a7% S 9 s 3
Payment Catchup (VR)  [Zel 4,263 168 9,644 14,075 30% $ 2 % - $
\VFO Document Bot(quickweb) el 288,474 10,531 97,832 396,837 73% $ 4 3 3
MCPRenewals [l 17,587 : 6,752 24,339 72% $ 9 3 3
OLRenewals [l 4,534 1,481 3,714 9,729 a7% $ 5 $ 8
Quickweb Gy 33,585 13 - 33,598 100% S 5 3 3
AVTesingPermit  [N% 3 6 81 % 3% $ 4 8
SR1AccidentReport [T 10,609 24 7,204 17,837 59% $ 0 $ 3
SR1Quickweb [ 22,908 583 . 23,491 98% $ 0 $ 3
RedlssueFees [N 1,155 17 329 1,501 7% $ 1 % 3
ReplacementPlate [t 5,022 245 182 5,449 92% $ 8 $ 3
AKTEDLP [ 110 03 203 54% $ 1 % 3
z - o : o s s
Drive Test Appointment —~~ JZol 85,055 407,119 21% $ 18 - $
T T T TN 0 Iom 5

*Does not include implementation cost savings of implementing a bot vs a system integration effort
*Does not include Digital Mailroom initiatives
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oRy
Use Case — Bots and Al — Processing Mail Digitally

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

Scan & extract
Incoming mail Mail processing metadata and store Classify Assemble Package

o L
(" g %g ?g z —> @’Q"co Robot processing —>
| - T 4 i
> = - —> = —> —> -
‘ \ y o
; ; — .“ ] .‘El
Extract Verify Augment Export > w Manual processing >
(Machine) (Machine Aided) (Human Aided) (By machine) Legacy system
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V) /4
Mobile Technician for Elastic Supply Management

a Card vendor

Process [ Retrieve Folio Number
: ¥ 4
9 > ' ]
ADD| | e”@"% Secure cloud [ Request card . @
pply £= 5
Check Eligibility Back office
technician
e )
P EO Biometrics
—>
Confirmation code ST

< | Payment link

(D 1oema \ 4
Pay in advance L)Y .

7 -

T & Card vlnailed
— to customer

Customer completes
online application

and uploads
documents (edl44) e

1 Visit

®

AAA
’ 1
Confirmation code =
Offsite

Location — 3mE
== Mobile technician muwe =

Documents
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L/ 4

DUPAATMENT OF WOTOR VENCLES

Bot strategy incorporated in waste reduction levers

Qm%«m&
Backend SaaS Automation Bot/Intelligent Doc API Integration Business Process
Integration Processing Engineering
License Plate, VIN, Duplicate email check, automated Payment RDF clearance,
SMOG check emalils, event based updates, Inventory access, Quickweb Email Validation?, Omni Channel, Staff
augmented email-case updates* document uploads, Document Vehicle Valuation Composition Analysis, IBC
merging, “openability”, extraction Efficacy

and packet completeness*
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Bot strategy incorporated in continuous automation roadmap V) '/ 4

Field Technician

VIRTUAL FIELD OFFICE CHANNEL FO D [ 4
............................................... \" Secure CDT Network
: Centralized H H # -------------------------------------- >
bommommmmonooooood > Work S
. G m : Distribution 5 Secure Cloud —m
|" | S ci c—m
= ; : Telework Technician Jumpbox
ZEl = v i —x
= | x P —0
{  Email/Chat * Email/Chat ﬂ D @ " AN N— ¢
Electronic documents  [SZZZIIIIIIIIIIIIIITY i S D > —m
and payments | * Personal Network
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~~~~~~ Technician ISt
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' Customer [m— o

5 e
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E Electronic documents i
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