PS COMMITTEE #3
July 13,2015

MEMORANDUM
July 9, 2015
TO: Public Safety Committee
FROM: Susan J. Farag, Legislative Analyst ﬁﬁf

SUBJECT:  Update: Office of Consumer Protection — IT needs assessment

Today, the Committee will receive an update from the Office of Consumer Protection
(OCP) and the Department of Technology Services (DTS) regarding the formal IT needs
assessment being conducted on OCP’s workflow and the identified IT needs to support that. The
following are expected to brief the Committee:

Eric Friedman, Director of the Office of Consumer Protection
Dieter Klinger, Chief Operating Officer, Department of Technology Services
Marsha Carter, OCP

Background

During the review of the FY16 operating budget, the Committee requested a formal
written I'T needs assessment be conducted on the OCP office to determine all mission-driven IT
needs and report back to the Committee in July. The Committee has been briefed over the past
several years on OCP’s antiquated IT infrastructure that included non-supported database
programs like Microsoft Access. DTS has been working with OCP over the past year to update
some basic software requirements; however, the Committee requested a formal needs assessment
that looks at both workflow needs and the IT necessary to support that.

Update

DTS has performed a needs assessment with OCP’s input. OCP has identified three
major tasks:

. Replacement of OCP’s case tracking systems including customization for
Common Ownership Community cases;

. Replacement of OCPs Licensing databases (currently three different systemsfor
four licensing units); and

. Incorporation of OCPs Investigative Management System (captures consultations)

into a new case tracking system.



DTS and OCP have provided a project description and proposed project timeline on ©1.
They have also included an outline of identified needs on ©2-3.

In performing the assessment and proposed solutions, DTS considered several options for
proving OCP with an automated system, including could-based systems, commercial off-the-
shelf (COTS) software, and an in-house developed solution. DTS researched multiple software
products. DTS took a variety of factors into consideration, including functionality, cost, risk,
time to implement, configurability, and long-term sustainability. At this time, DTS is
recommending that it develop a solution in-house. DTS assumes it will either have sufficient
resources or receiving funding for development. The estimated cost of the project is $175,000.

Its proposed project timeline includes:

Project Requirements Definition July - September 2015

System Design September - November 2015
Development and Prototyping November 2015 - January 2016
Testing and Pilot January - March 2016
Training and Implementation March 2016 — April 2016

Identified Needs: DTS’s list on ©2-4 includes a comprehensive list of identified needs.
This list spans six databases, some of which are maintained in OCP. One of these databases is
provided by the Department of Permitting Services (DPS). DPS has developed and maintains a
database for the management of new home builder licensing.

Among these databases, some fundamental applications are not available, like note
taking, report generating, and adequate search functions, either by staff or by consumers. Some
of the identified needs include:

There is no integration of OCP’s six current databases;

No user-level security. Files are frequently moved or deleted;

No visibility by OCP of the CCOC licensing database (maintained in DHCA);
Very little report-generating capability in the Department of Permitting Services
New Home Builder database;

No file maintenance (no files have been archived, and file duplication clean-up
must be performed);

Limited note function (notes are not in chronological order);

Limited reporting in general;

No search function available to consumers to search OCP’s licensing databases;
No online complaint filing system for investigative, CCOC, or licensing
applications.




Discussion Issues

1) The proposed timeline and costs assume that on-line payment capabilities will not be
included. Instead it is considered a future enhancement. What is the additional cost for
this?

2) Will the proposed solution permit OCP to access data from the DPS database, to generate
reports, etc.?

3) What is the approximate cost breakdown among different component, i.e. COTS, cloud
storage, staff time?

This packet includes the following: ©#
Project Description and Proposed Project Timeline 1
Identified Needs List ‘ 2.4
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OCP Case Management / Licensing System
71712015 ‘

Project Description

The Department of Technology Services (DTS) performed an assessment of the Office
of Consumer Protection (OCP) business needs for (1) Case Management and (2)
Licensing and Registration.

Using the results of the assessment, DTS investigated several options for providing
OCP with an automated system to address their needs, including (a) Cloud-Based
systems, (b) Commercial off the Shelf (COTS) software, and (c) an in-house developed
solution. DTS researched multiple cloud and software products.

DTS evaluated all solutions against the business requirements and also estimated costs
for the implementation and support of the solutions. DTS developed a list of advantages
and disadvantages for each option based on an assessment of factors including, but not
limited to: functionality, cost, risk, time to implement, configurability and long-term
sustainability.

Based on the analysis, DTS recommends the in-house development of a configurable,
scalable and sustainable application to meet OCP’s automation needs.

Proposed Project Timeline

Task Preliminary Timeframe
Project Requirements Definition July through September 2015
System Design September through November 2015
Development and Prototyping Novernber 2015 through January 2016
Testing and Pilot January through March 2016
Training and Implementation March / April 2016

Assumptions

1) DTS will receive funding or have sufficient resources for development. The
estimate cost is projected to be $175,000.

2) DTS will submit FFI for ongoing support.

3) OCP will provide staff to further define business requirements

4) Proposed system will not include on-line payments, this would be a future
enhancement.



Category Subcategory Description
Microsoft Access Consumer.mdb OCP needs a true case management system. Minimum requirements include:

Microsoft Access Licensing

Microsoft Access SHPP

Office 2010

Online Forms

- Attachment of files (word documents, emails, pdf files, image files)
- Improved note function (currently, notes are not in chronological order)
- Improved reporting

- Addition of document library

- Addition of user based security

- Customization for COC cases

- No archiving of closed/old cases since inception.

- Merchant list clean up.

- Email connectivity

- Connectivity with licensing records

- Maintain intake functionality

- Maintain case aging information

- Senior/LEP flagging

- Remote access during field visits/inspections

- Improved reporting

- Citation integration

- Settlement agreement library

- Additon of critical dates (court, subpoenas, etc.)

- This licensing database was built approximately 14 years ago. There are no business rules built into the
system, no history retained, and essentially no reporting capability.

- Need capability to electronically store documents (application, etc.)

- No ability for consumers to search OCP's licensing databases. Includes auto repair, appliance repair and
second hand personal property dealers. Most all other government agencies in other jurisdictions have this
capability.

- OCP's Second Hand Personal Property database needs improved reporting. Currently, a mandated
report to Montgomery County Police is reporting erroneous information.
- Need capability to electronically store documents (application, etc.)

OCP is currently utilizing Office 2010. A review of G1/G3 and L3 licenses are necessary.

OCP does not have an online complaint filing system for investigative, ccoc, or licensing applications.



Category
CCOC Licensing

Electronic Civil
Citation/Criminal
Charge Tracking

File Management
(S.drive)

File Management
(S:drive)

Hansen

Microsoft Access

Subcategory

Maintenance

Security

New Home
Builder

All databases

Description
No visibility by OCP to CCOC licensing database

Citations are currently handwritten. Cases may be dismissed due to citations being illegible. Management
currently does not have the ability to track court dates for civil citations or criminal charges potentially
leading to missed court dates resuiting in cases being dismissed.

There is no file maintenance. Files have not been archived. File duplication clean-up is also necessary.

OCP has no user-level security. Files are frequently moved or deleted. Lack of security also impacts
mission critical files including database files.

- OCP uses a DPS built and maintained database for management of new home builder licensing. This
system is not customized to properly reflect new home builder licensing and reporting requirements.

- OCP has virtually no report generating capability. Renewal letters, certificates, monthly reports are
virtually non-existent.

- There is no integration with OCP's investigative database. OCP investigators have limited access to new
home builder licensing.

- Public reporting of new home builder licenses is flawed. Information is entered in different fields making a
search unlikely to produce accurate results.

OCP currently has 6 databases using Access: - Consumer/CCOC Database - Second Hand Perscnal
Property Licensing - Motor Vehicle Repair/Towing and Small Appliance Repair -Patient Advocacy Database
- OCP's Volunteer Database - Police Tow Log

- There is no integration between investigative database (consumer mdb), licensing databases, and
Investigators Management System.



Category
Towing

Training

Website

Subcategory
Towing Logs

CCOC

Maintenance

Description
OCP needs ability to digitally search and query towing data provided by MCPD. DTS recently
provided enhancements to OCP's electronic tow logs.

Training module for directors of the County's common ownership communities. (Bill 45-14)

- OCP has no internal IT staff to implement web content.
- OCP does not have a mobile website presence



