COLORADO STATE TITLES AND
REGISTRATIONS SYSTEM

CSTARS

CSTARS COMMITTEE

STRATEGIC PLANNING
DOCUMENTATION

FiscAL YEAR 2009-2010
DENVER, COLORADO



INTRODUCING PARTICIPATORY PLANNING METHODS

The participatory methods used to facilitate the planning sessions for the
CSTARS Committee are called ToP Methods (Technology of Participation) and
are copyrighted by the Institute of Cultural Affairs West. The foundational values
that are built into these ToP Methods are quite straightforward and are as
follows:

Participation ...recognizing that each individual holds a piece of the puzzle and creating
an environment of honor and trust, which elicits participation.

Teamwork... creating opportunities to work together in different configurations of
small teams and to broaden dialogues, understanding and decisions.

Consensus...developing decisions through a process sharing all
perspectives and discerning options which respect the diversity of
individual views while honoring the whole.

Creativity...giving permission for the dialogue between rational
knowledge and intuitive insights to occasion a synthesis of new
approaches.

Action...honoring the investment of time by all participants
by moving from consensus to action through accountability
based planning.

ToP WORKSHOP METHOD

First, individually and then in small groups, everyone participates in intuitive
brainstorming. Second, the facilitator works with the group to weave their ideas
together into clusters with an eye to new relationships. Third, the group names
the clusters in an attempt to articulate their profound insights on each. Finally,
the facilitator leads the group in reflection on what has been accomplished; the
new resolve and decisions that have been made.

PARTICIPATORY STRATEGIC PLANNING

Participatory Strategic Planning for the CSTARS Committee included five steps.
Each session is done in the basic workshop format described above. Below is a
table of contents for the session data:

Organizational Introduction................ccco i e Page 3
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Practical Vision Workshop..........cccooviiii i Page 6
Underlying Contradictions Workshop................c.ooieien . Page 9
Strategic Directions Workshop............coocoviiiiiiiiiiiniennn, Page 9
One Year Milestone Calendar..............ccccooviieviiiiinninn . Page 9
Implementation Plans. ..o Page 9
PartiCipants LiSt......ccoo it it Page 9



Organizational Introductions

Because of the linkages of the CSTARS committee to so many other
organizations and committees, the group did some quick overview analysis of
what the work that these partner organizations do and how they interact with
each other. The following is a summary of this analysis.

Organization
DOR

Structure
e Statutory and Functional Structure
e Oversight Centralized

Responsibility
e Pursuant To Statute — Provide System Oversight, Training, Maintain
Statewide Records Collection and Distribution of Funds

Internal Stakeholders

e EDO e Law Enforcement

e AID e Tax

e DMV e STPA

e Clerks e County

e IT e Emissions
External Stakeholders

e Citizens e Gov

e Dealers e Legislatures

e County e DOC

e Clerks e SIPA

e Treasurer

How Interact With Organizations
e Email, Web, Meetings, Committees, Phone, News Letter

Recent Accomplishments

e Payport e Equipment Replacement

¢ OVRR e Leg Implementation
Challenges

e Implementing Legislation e Rewrite

e Funding e Communication

Goals For Upcoming Year



e CSTARS Fee Increase e Modernization Plan
e Pay Port e TNR Strategic Plan
Organization
Statewide Internet Portal Authority (SIPA)

Structure
e Special Purpose Authority In Statute Governed By A Committee Whose
Members Are Appointed By The Governor, Legislature

Responsibility
e Provide Web Solutions For Eligible Entities (State, County, Local) across
The State

Internal Stakeholders
e ED and Staff Of SIPA
e Executive Committee

External Stakeholders

e Colorado Interactive (CI) SIPA e Counties and Local
Contracted Vendor Governments

e State Departments e Citizens and Other

e Elected Officials (Treasurer, Consumers Of Service
SOS)

How To Interact With Organizations

e Board Representation Defining and Delivering Work

e EGE (Contracts with Eligible e Outreach Through ED and
Entities) Staff and Board

e Work Orders and Task Orders

Recent Accomplishments
e Credit Cards For Clerks and e Emergency Contact Info
POE Added To DL Record
e Stolen Vehicle Solutions
¢ Online Vehicle/DL Renewal

Challenges
e Vendor Limitation e Growth
e Prioritization Cl and e Contract Negotiation
Stakeholder

Goals For Upcoming Year
e Online Single Filer Sales tax e Streamline OVRR



e |ISS Business Portal
e Gambling Intercept Of Fees
Organization
MVSR Committee
e By Laws — Clerks Assoc.

Structure
e Chairman —By Laws
e Members —County Clerk Appointed

Responsibility

e Work With DOR For ‘Clean-
Up Bills

e Review Statutes and
Processes (MV)

e Collaborate Consensus,
Recommending
Changing For legislation
Review Required MV Forms If

Internal Stakeholders
e County Clerk’s M.V. Staffs
e Commissioners (Budget)

External Stakeholders
e Commissioners (Budget)
e Legislators
e Taxpayers

How Interact With Organizations
e Email Monthly Minutes
e Email Monthly Agendas

Recent Accomplishments
e MH Bills — (Pam, Linda)

e M.V. Lien Bill
e Clerk Hire Bill - Increase To
Counties
Challenges

and Fines For Judicial

Necessary, and Change(S)
Provide Proposed Ongoing
List Of Possible Legislative
Changes/Issues For
Upcoming Session — On Each
Month’s Agenda

DOR

Clerks’ Lobbyist (Clerks’)
Legislative Committee
Members

Present Information At
Conferences

SB1230- Compiled Data For
TLRC

e Communication/Role i.e.-Cars — Forms —Statute Changes

e Chain Of Command?

Goals For Upcoming Year



e Increase In Title, Permit Fees?
e |[ncrease For CSTARS!

Organization
Training and Education Sub-Committee

Structure
e Appointed By Exec Committee CCCA

Internal Stakeholders
e County Clerks and Staff

External Stakeholders
e DOR Training Staff
e |T Training Staff

How Interact With Organizations
e Training and Ed Works With All County Clerks

Recent Accomplishments

Challenges
e Lock Of Funds
e Large Group/Small Resources
e Time Constraints

Goals For Upcoming Year

e $.50 From Late Fee To Fund e Complete Assessments/MV
T and E Goals Cert
e Clerks Certification e Electronic Testing Avenues

e Trainer Alliance

Organization
Legislative Committee

Structure
e Executive Committee
e Legislative Committee
e Co-Chairs Members

Responsibility
e Liaison To State Legislators and County Clerks On MV, Elections And



Rec. Laws

Internal Stakeholders
e County Clerks e CML
e Staff e CCI
e Clerks Lobbyist

External Stakeholders
e Residents
e Staff (Front Line)

How Interact With Organizations
e Dependent On Content Of Bills And Deadlines

Recent Accomplishments
e Killed SMM Bill Passed? LEG. That Improved
e HB1230-Stalled Or Intervened Efficiencies
e Communication W/Leg.

Challenges
e Faster Bill (Future) W/bills/Amendments (Quickly)
e Communication W/Legislators e Consensus From All
e Keeping Up
Goals For Upcoming Years
e Support DOR To Fund e Improve Communication For
CSTARS Bills going Forward

e Grantee/Grantor Consistency

Organizations
Clerks Assoc 64 Counties

Structure
e Executive Com Elected By Clerks — Press 1% Vice, Sec, Treasurer, 5
Regional Chairs

Responsibility
e Press —Appoints Committee Chairs Every
e Every Clerk Sits On Two Committees Legislative Input

Internal Stakeholders
e Clerks



e Employees

External Stakeholders
e Citizens
e Executive and Legislative
Branches Of Gov.
e Other Local Elected Officials

How Interact With Organizations
e Lobbyists — Legislative
e Committee CSTARS-
Appointed

Recent Accomplishments
e Great Job Election Law 2009
e Held Off Auto Assoc On MV
Law
e Held Off AG On Privacy

Challenges
e Forming Alliances to
e Move Forward With
Legislation
e Speak With A Single Voice

Goals For Upcoming Year
e Proactive Rather Than
Reactive
e Form Alliances
e Rules Of Engagement

Organization

(BOCC)
SOS, DOR, SIPA

SIPA — Appointed
SOS - Ad Hoc

Legislation
Moderate Success SB108
Huge Success SMM Leg

Communication To Members
— Legislators — Local Gov —
Citizens

Keep Bad Things From
Happening

When Assoc Takes A Stand
More Effective —Less Money,
Staff, Support

e CSTARS Advisory Review Subcommittee (CARS)

Structure

e Appointed By CSTARS Member As Their Representative

e Do Not Have To Be From Same County

Responsibility

e Equipment Requests, Review Legislative Impact On System, Program
Requests, Communications To Counties, Forms Review, Any Project

Assigned By CSTARS



Internal Stakeholders
e CARS Members e State OIT
e DOR

External Stakeholders

e CSTARS e Citizens
e All Counties e DOR
e State OIT

How Interact With Organizations
e Partnerships With DOR, OIT, CSTARS

Recent Accomplishments
e Spreadsheet For HB-1230 e Equipment Requests
e Revise Forms

Challenges
e Communication To Counties e Inventory Needs
e Future Program and Requests

Goals For Upcoming Year
e Get Direction e Inventory and Equipment
e Appoint Chair (Chairs) Process Set In Place

Organization
CSTARS Committee

Structure
e 7 Members Appointed By DOR Director; County Clerk Or
Denver/Broomfield

Responsibility

Approving Expenditures Legislature

Approving Budget e Vision Future Of CSTARS
Approving System Changes

Making Presentations To

Internal Stake Holders
e Counties



e DOR

External Stake Holders

e Tax Payers e Lenders
e Law Enforcement e County Departments City
e Dealers Government

How Interact With Organizations
e Receive and Approve/Disapprove CARS Presentations
e Counties —Can Attend Meetings
0 Minutes Are Now On CSTASS
o Email Agenda

Recent Accomplishments
0 Stop The Implementation Of CSTARS Program
o Shoring Up Old System

Challenges
o Old System o Direction Of CSTARS
o Future Funding

Goals For Upcoming Year
o0 Legislation for Fund



Environmental Scan

As a preliminary exercise to developing the shared Practical Vision for CSTARS,
participants were asked to articulate their current reality. This Environmental
Scan activity asked participants four questions. This is not a comprehensive
response. Itis an activity which "takes the pulse" of the group on these particular
guestions to give us a foundation from which to begin.

Basic Data

What is some of the basic information that helps us understand our
organization?

7 Members (Appointed)

CRS 42 1-211

Established in 1984 by Statute - Referred to as Distributive Data Process
(DDP)

Responsible For Managing Budget, Approving Some Expenditures
(Operating Expenses) (Outside Of Indirect Costs)

CSTARS Fund is Appropriated $10 Million Annually and Only Received $8
Million in Revenue

Approve Development Of System

Present Any Supplemental Budget Requests

Overlap with Motor Vehicles Statute and Legislature Review —To Ensure
Protection of Process

Committee Present To Legislative Committee — DOR Does On Behalf Of
Committee

Approve Equipment, Practices, Move (Equipment Relate To Office
Support)

Trends

@]
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What are assisting or resisting trends at the global, national, regional or
local level, which impact our organization?

Infrastructure Crumbling Nationally (Funds To Support Functions are
Going Broke)

Expectation From Public, Access to Services Electronically and 24/7
Access

Demand Resources

Economy — People Buying Fewer Vehicles — Changing Buying Habits
20% Title Applications (Statewide) National 150% From '06 —'09 Globally
Changing To Environmental Focus Changing How People Look at
Transportation

Make Up Of Committee Changed —W/Term Limits Requiring Change
Other Agencies Wanting To Hold Registrations (Child Support, Etc.)
And The Additional Fees (Belongs of Large Number Of Transactions)
Willingness To Cooperate
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Generation Of Employees Who Are Computer Savvy
Responding To Need For Customer Service
Failing System — One Stop Shop

Accomplishments

O O

OO0OO0OO0OO0OO0O0O0

What are those recent accomplishments that give us reason to celebrate?

Still Working

In Last 3 Years Replaced All Equipment (County and State) Excludes
Servers

Credit Card Acceptance

Online Registrations

Relationship W/DOR and SIPA Allowing DOR To Do More

Stopping Full Implementation Of CSTARS

Having Info Available On CSTARS Icon

Desire W/DOR and Clerks To Form Better Working Relationship
Time And Effort To Support Legislation

UAT (User Acceptance Testing) Updated and Programming Changes

Advantages

(elNe]
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What are those things that give us confidence about our move into the
future?

Experience (Lessons Learned)

Huge Pool Of Expertise (Knowledge)

Timing Good To Plan Ahead Of Economy So When It Improves We Are
Ready to Pursue Funding and already have buy in

Cash —Funded —Helps Protect Fund During Economic Challenges

Able To Set Better Business Practices

Timing With Other Organizations Doing Planning Too

Operating On One System

Living Through “Dark Times” Think Differently- Look At How To Do Thinks
Differently More Efficiently

Mechanism To Better Protect People and Data



PRACTICAL VISION WORKSHOP

The vision of an organization is held in part by all of its members. This workshop
seeks to bring all together in a shared picture of the future. The Practical Vision
Workshop is the response statement of hope within the given environment.

The Practical Vision Workshop asks the question:

What do we want to see in place in five years and
what are our hopes and dreams for the future?

Participants articulated a six-fold vision which folded under three overarching
headers.

Towards Continuous Innovation Of The Delivery Of Services (left)
¢ Continuous Review And Automation Of Business Processes
¢ |nformation And Data On Demand

Towards Moving CSTARS To A Sustainable And Technologically
Advanced Platform (center)

* Ongoing Management Of Strategic System Plan

* Maintain An Established Comprehensive Funding Model

* Dynamic Fungible Technology

Towards Proactively Promoting Our Mission (right)
* Maintain A Dynamic Public Relations Program

On the following page is a chart, which holds the above consensus with the
brainstorm data under each element of the vision.



CSTARS Five Year Vision

Towards Continuous Innovation of The
Delivery Of Services

Towards Moving CSTARS To A Sustainable
And Technologically Advanced Platform

Towards Proactively
Promoting Our
Mission

Continuous Review And
Automation Of Business
Processes

Information And
Data On Demand

Ongoing Management Of
Strategic System Plan

Maintain An Established
Comprehensive Funding
Model

Dynamic Fungible Technology

Maintain A Dynamic Public
Relations Programs

Increase Self Service
Transactions Via Web

Web Based Training

Go Paperless ACH

Accomplish Funding Long
Range

Automate Inventory

Education ROI (Return on
Investment)

Implement Customer
Interface Via Email

Centralize Chat Or IM
Customer Support

Improve Bookkeeping

Easy User Interface For
CSTARS

Funding

Borderless Purchase

Build Strong Alliance

Paperless Transactions

Communication
Infrastructure

Easy To Use and Easy To
Train

Implement COTS
Accounting System

Continuous Cash Funding

Interactive Live Data

Electronic Notification

Monthly Electronic Debit of
All Vehicle Licensing Fee

Data Entry Interface with
Auto Dealers

Legislation Runs Fluidly To
Implementation
No Work Arounds

Online Tracking Title
Process Programming
Changes/Fixes

Rapid Data Entry

Sustainable Revenue
Stream

One System for:
Dr. License/ID
Registration/MV Functions

Seek Alternative Funding

Interactive State and County
Systems

System
-Accurate
-User Friendly
-Efficient
-Documented

County Control Of Money
For Equipment

Plan In Place for Acceptance
and Replacement

CSTARS Fund Plan
Sufficient To Support
System Grades

Leverage Portal For
Development

CSTARS Fund

Establish Vision Of System

Up and Running Effectively

Cash Funded

One Plate with
Different Logo Stickers

Well Defined Role Of
CSTARS/CARS







UNDERLYING CONTRADICTIONS WORKSHOP
The real issues facing an organization become manifest when placed
under the light of a practical vision. Without a vision, problems and
anxieties are relegated to "lists of things to do" or are explained away as
personal conflicts. As a group considers the entire range of its issues
together root causes can be uncovered and objectified for sober
consideration.

This workshop asks the questions:

What are the issues and obstacles that block
our progress towards our shared vision?

The team identified four key obstacles to address in the planning session.
These are shown below in the boxes on the swirl. The title in the center of
the swirl represents the underlying contradiction that causes the most
frustration. The back up data for each title follows on the next page.

Underutilized

Unclear
Commitment i
From OIT E—

Positional
Power And
Knowledae Unclear
And
. Un-Collaborative |
Existing Vision
Statutory .
/ Limitations /
Inconsistent And
Unclear Message Of
What We Do And
How We Work With
Debilitating / Customers
Brand | —



Unclear And Non-Collaborative Vision

Planned Direction (Start To Finish)
Protect Vision Consistent Leadership
Knowledge Base Continually Changing
Team Building

Disjointed Leadership

Changing Players

Unclear Commitment From OIT

Inability To Mimic Existing Systems, Platforms, Protocols
Unknown IT Expertise

Existing Statutory Limitations

Confusing Revenue Budget Structure
Funding Mechanism

Existing Consumables

Statutorily — Set Fees

Inconsistent And Ineffective Communication with Stakeholders

Fragmented Legislative Interest

Uncoordinated Stake Holders

Reluctance From Involved Agencies

Turf

Fragmented Trust On All Levels

Consensus Among All Stake Holders (64 Counties — State — Leg)

Debilitating Brand

Getting Buy — In for Funding
Discouraged By Recent Failure
Getting The “Word “ Out

Past Obstacles

“CSTARS” Branding

Underutilized Positional Power And Knowledge

Neglected PR Efforts

Resource Limitation FTE-$ Infrastructure

Multiple Levels Of Focus

Limited Resources $ and Time

Allow Enough Time

Inadequate Number And/Or Overwhelmed Staff
Extensive Resources

Unrealistic Workload Limiting Visionary PR Efforts
P.P. Need Better Resources



STRATEGIC DIRECTIONS WORKSHOP

In this workshop people are asked to focus on action strategies. If an organization
plans only in relation to its vision, it runs the risk of begin overly idealistic and
unrealistic. By planning strategically, that is, in relation to its real situation and the
underlying contradictions, then it has a chance to realize its vision.

This workshop asks the question:

What are the actions which could be taken in the next two years
to address the underlying contradictions and begin
to launch the more immediate parts of our vision?

The planning team created six strategies that aligned under two strategic directions..
The strategies are identified in boxes, the strategic directions in arrows and the
brainstorm data is bulleted on the next page.

DEVELOP ONLINE Promoting
OUTREACH TESTING our
PLAN AND TRAINING Purpose
DEVELOP DEVELOP DEVELOP IDENTIFY BEST Establishing
OPERATIONAL PERMANENT SERVICE BUSINESS Strategic
PLANS MODEL AGREEMENT PRACTICES Sustainability
TO FUND




Strategic Direction: Promoting Our Purpose

Develop Outreach Plan

Initiate Meetings (Coalitions) with Dealers, SMM, Etc.
Engage More Stakeholders

Pilot Regional Outreach

Coordinate Stakeholders Projects

Continue to Build Collaboration

Clarify Timing for Legislative Implementation

Online Testing and Training
e Demonstrate Advantages of UAT
e Get Every County Participating in Testing Phase

Strategic Direction: Establishing Strategic Sustainability

Develop Operational Plans

Expand 3-way Collaboration among Clerks, DOR and OIT
Engage Executive Committee with CSTARS Committee
Train New Clerks on CSTARS and CARS Roles

Train Executive Committee on CSTARS Roles

Enhance Date on Web Regarding Plate Revenue

Develop Permanent Model to Fund

Developing Funding Model and Legislation
Building Strong Allies for Funding

Look for Funding Outside of Fees

Expand CSTARS Funding

Develop Service Agreement
e Vendor and OIT Has to Know Our Business (Subject Matter Experts)
e Clarify OIT Capabilities and Commitment
e Lobby OIT Directly and Via Legislative and Executive Branches

Identify Best Business Processes
e Follow Planned Action Steps
Stick to Project Deadlines
Project Communications
Determine to Change, Modernize or Replace
Evaluate Current CSTARS System
Develop “Paper” identifying Ongoing Cost of Current System
Guidelines for Personnel Changes and Project Adjustments
Catalyze Team for IT and Business Plan
What Functionality Drives What Technology
Compelling Return on Investment

Pursue Next Steps for the System
10
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Strategy

Quarter |
April = June 2010

Quarter Il
July — September
2010

Quarter Il
October — December
2010

Quarter IV
Jan - March 2011

Strategic Direction: Promoting Our Purpose

Develop Outreach Plan

(Carolyn and Bo))

Report to CCA — Ask for
Input and Buy-In

Set Up Meetings and
Agenda with Dealers
and SMM

CARS and CSTARS
Definition and Purpose on
CSTARS Icon

Online Testing Training

(Darlene and Diana)

Get Every County
Participating in Testing
Phase

Strategic Direction: Establishing Strategic Sustainability

Develop Operational
Plans

(Garland and Maren)

Operational Plan
Completed

Develop Permanent
Model to Fund

(Roxy, Sara and Jack)

July 2011
Funding Legislation for
CSTARS

Develop Service
Agreement

(Dave and Pam)

Meet the Brass
(OIT,CSTARS, Assn.,
DOR)

Identify OIT
Capabilities

Identify Best Business
Practices

(Entire Team)

Develop Document to
Guide Either RFI/P or
Work Order

13
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PARTICIPANTS LIST
The following employees participated in one or more of the Strategic Planning sessions.
CSTARS Committee Members Present:
Sara Rosene (Grand County Clerk & Recorder)
Darlene Martinez (Denver County Motor Vehicle Director)
Joyce Reno (Chaffee County Clerk & Recorder)
Jean Alberico (Garfield County Clerk & Recorder)
Gilbert Ortiz (Pueblo County Clerk & Recorder)
Jack Arrowsmith (Douglas County Clerk & Recorder)

CARS Committee Members Present:
Linda Bishop (Adams County for Washington County)
Tony Frazzini (Denver County)
Pam Nielson (Larimer County for Chaffee County)
Diana Hall (Boulder County for Grand County)
Carolyn Ringler (Douglas County)
Robin McMillan (Garfield County)

Department of Revenue:
Roxy Huber (Executive Director),
Joan Vecchi (Sr. Director Division of Motor Vehicles)
Maren Rubino (Titles, Registrations & Investigations Operations Director)
Laura Sigrist (DOR Budget Analyst CSTARS
Mark Buckingham (OIT Deputy CIO)
Becky Davis (DOR SIPA Projects Manager)
Libby diZerega (OIT Trainer)
Chanel Cruz (DOR Administrative Assistant)

Additional attendees:
lllya Scott (Denver County Trainer)
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