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The Pandemic - Obsolete Reporting
Methods
Reinstatement Demand

Business Creation Filings

• Federal Paycheck Protection
Program (PPP) loan response
• March and April 2020
reinstatement increases 256%
and 227% over 2019
• Worked OT, weekends and over
the Easter Holiday

• Turn-Around 15+ days
• Increase by 65% over
pre-pandemic times.
• Threatening to overwhelm
resources.
• Delays in processing posed a
drag on the efforts of North
Carolina’s entrepreneurs to put
our economy back to work
during the pandemic.

Behind the curve on both fronts.
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The Solution
• Step One – Know what is happening as it happens
• Step Two – Implement a response
• Step Three – Evaluate the effect and adjust
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Step One – Know What is Happening
Planning – Brainstorming Needs and Wants

• We wanted a means to manage the
day-to-day and possibly predict the
workflows of each unit and stay
within a 5-day turn around time on
document examination.
• Dashboards – a new concept and
difficult to imagine the power
• Decided to purchase Power BI
software
• Hired a data analyst to create the
dashboard panels with Cares Act
Funding
4

Dashboard Development
Development

• Daily communication between
leadership and analyst
• Exploration of types of data and
ways to display data to
investigate questions.
• Working framework created
• Demonstration of panels – Ah
Hah Moments

• Modifications to dashboard
panels made daily as data
questions were revealed.
• What else can we do?
• Dashboard Live Demo

• First - Leadership level
• Second - Supervisor level
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Step Two – Implementing a Response
• Highest submission rate to highest rejection rate
• Creations vs. Reinstatements
• IT Hours already invested

• Online Creation Wizard
• Dashboard usage to determine quantifiable effect of investing 200
programmer hours to develop a web-wizard business creation tool.
• Estimated savings of 740 hours a month in examiner time
• But needed to convince 40% of the filers to use the tool.
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Online Creation
Wizard
By October 2020 –
first iteration
operational

•Designed To:
• Reduce the number of filings with avoidable
errors;
• Reduce the amount of examiner time spent in
data entry and;
• Improve the customer experience by reducing
rejections

•Website Credentials are required
• Allows customer tracking of submission
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Online Creation
Wizard

•Walk through a series of questions, prompting
additional questions or move the customer to
the next section.
•Built-In Aspects:
• Name availability
• Mailing address verification
• Required fields for each statutorily required
element – including signature

•The end of the process populates the correct
form with all of the data entered by the
customer, eliminating “wrong form” rejections.
8

Online Creation
Wizard

•Allows for expedited filing as well as extended
effective dates per statutes
•Also able to upload additional documents as
needed, i.e., additional options, Certificates of
Existence for foreign entities, and certificates
from the licensing boards.
•The customer is able to review the image to go
back and make any corrections.
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Online Creation
Wizard

Testing

•Focus groups – 3 months
• Internal and External

•Cycle of testing and revisions over a period of 6
months
•Additional improvements as opportunities
become apparent

10

Step Three – Evaluating the Effect and
Adjusting
Dashboard Reviews

• Showed customers not adopting at the expected or needed 40% rate
• Educational campaign launched to compare the “classic” PDF upload version
to the “wizard” method and point customers to the “wizard” method.
• Including videos

• Dashboards showed little improvement to the online education
• Further investigation found that over half of the creation filings were
by 1st time users and probably single-use customers.
• Installation of a “One-Click” navigational button on the home page
and other strategic locations taking customers directly to the wizard.
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Online Creation
Wizard
• In one month, usage of the
wizard went from 20% to 43%
and now remains consistently
around 60% of all creation
submittals.
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Online Creation
Wizard
• Processing times for most
filings with in 5 days during
non-peak filing times
• Only 8% of LLC creations are
rejected compared to 27%
pre-wizard PDF and paper
rejection rates.

• Success! Saving the Department over
1,500 hours per month.
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Dashboards
• Continue to expose opportunities for more efficiencies
• PDF Submittals 3,000 – 5,000 creations per month
• Rejection rate of around 12%

• Discussion removing the PDF upload “classic” method for creation
filings
• Savings of another 300 – 700 hours per month, depending upon wizard usage
rate
• Law firm and corporate service provider push-back possible – we have a
solution, which has also revised the creation process for licensing boards.

• Will be moving to the wizard formation for other types of documents
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Lessons Learned
• Wizard was not developed in a linear fashion.
• Lead IT programmer developed the framework from a “want” discussion prior
to business rules
• Unsure given the challenges posed by the Covid environment whether the
entire project could have been completed more quickly or with fewer
iterations using a more traditional project management approach.

• As an afterthought, stakeholders came to an understanding that the
wizard based approach did not have to follow the standard forms
structure.
• A large portion of the testing headaches were due to the form itself. Could
have been avoided.
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Conclusion
• Dashboards provide a necessary tool to promptly identify and exploit
opportunities
• Dashboards must be available to all levels including the lead workers in
order to take full advantage of the opportunities
• Dashboards helped the Department identify specific needs for better
customer service in reduced rejection rates and improved processing times,
which did not involve hiring more staff.
• Data entered by the customer goes directly into the database saving the
examiner data entry time which directly affects the turn-around time which
went from 10 to 15 days to 5 business days or less, even though the volume
of filings is at historic highs and our staffing resources have not increased.
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Thank You!

Questions

Cheri L. Myers
Business Registration Division
919-814-5390
cmyers@sosnc.gov

www.sosnc.gov
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