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Professional Profile

e Motivated executive and business manager with experience in successful negotiation, resolution, and
implementation of state tax programs and policies.

e Innovative leader with broad administrative experience developing, executing and evaluating program
policies, strategic objectives, and fiscal and personnel management.

e Strong business acumen implementing public and private sector strategies, delivering innovative
solutions, driving agency-wide process improvements and integrating technology, which drive service
levels and establish internal efficiencies.

e Known for accessibility and a customer-centric philosophy while protecting confidentiality.

PROFESSIONAL EXPERIENCE

HONORABLE JEROME HORTON, BOARD OF EQUALIZATION, 3" DISTRICT, Sacramento CA 2016 — Present
A publicly-elected member of the State of California’s five-member Board that hears state tax appeals, formulates
rules and regulations regarding the Board-administered laws and programs, including the state- assessment of
property taxes, and investigates the Board’s respective district operations.

Tax Consultant Expert, October 2016 - Present
Reporting to the Board Member and the Member’s Chief of Staff, provides expert professional tax advice to the
Board Member on the application of California tax laws and the agencies operations.

e Consulted with cannabis industry and other states’ marijuana-regulating agency representatives, briefing
member relative to potential tax administration issues and proposed solutions on the Board'’s
implementation of CA Proposition 64.

e Assist in researching and developing Member’s legislative initiatives.

e Analyze and prepare reports on Board proposed legislation, regulations, and policies.

e Consult with various practitioner groups, industry associations, and government agencies on tax reform
concepts.

STATE OF CALIFORNIA, BOARD OF EQUALIZATION, Sacramento, CA 2012 - 2016

A state government agency administering the State’s more than 30 business tax and fee programs, encompassing
excise taxes and fees, sales and use, and property taxes.

Special Consultant, Financial Systems Modernization, April 2016 — September 2016
Reported to the Executive Director, responsible for providing guidance and recommendations for systems and
business process improvements, risks and controls management, and change management for agency’s financial
accounting, revenue accounting, and fund allocation and distribution functions.
e Assisted in reviewing and modifying revenue accounting and Office Revolving Fund processes, policies,
and procedures for compliance with State Administrative Manual, Governmental Accounting Standards
Board, and General Accepted Accounting Principles.
e Assisted in modifying daily fund allocation process to more accurately reflect actual quarterly remittances.
e Assisted Department of Finance in review of sales tax fund allocation process.
e Coordinated communications on sales tax fund distributions with local jurisdictions and consultants.



Cynthia Bridges Page 2

Contributed to developing scope of work for procurement of financial services.

Worked collaboratively with cross-functional teams to develop and implement corrective action plan on
internal accounting and fund distribution controls and processes.

Coordinated development and implementation of corrective action plan on internal payroll controls and
process improvements.

Prepared and presented progress reports to management and Board Members.

Executive Director, 2012 - 2016
Reported directly to the Chair and Board Members, managed all agency activities providing the State and its local
jurisdictions with revenues of $50-$60 Billion annually.

Managed executive staff of 14 and over 4,800 agency employees with annual budget of over $500 Million.
Initiated revision of agency’s strategic management plan for FY 2015-2020.

Championed establishment of criminal enforcement multi-agency task force and website, resulting in nine
complaints triaged to partner agencies, 53 search warrants served, and 12 arrests in FY 2015.

Facilitated governance restructuring which advanced procurement of an integrated tax administration
system.

Initiated development and production of monthly report to monitor revenues from all tax and fee
programs to State’s budget forecast.

Initiated a baseline assessment of BOE’s revenue accounting functions to identify operational gaps and
opportunities for improvement in the financial infrastructure and recommend solutions.

Championed improved financial infrastructure for tax and fee revenue collections; established project
team to implement solutions.

Initiated blueprint for consolidation of major tax and fee programs aimed at shrinking silos for improved
audit, debt collection, administrative and taxpayer services efficiencies.

s Directed implementation of processes that accelerated hiring of field personnel.
Initiated development and implementation of Mentoring Program.
e Facilitated use of additional delinquent collection tools and streamlined processes, reducing accounts
receivable balance of tax debts.
STATE OF LOUISIANA, DEPARTMENT OF REVENUE 2000 - 2012
Administers the State’s 47 tax and 24 fee programs, encompassing income, sales and use, excise, severance taxes
and fees.

Secretary, Cabinet Level

Reported directly to the Governor and Chief of Staff, directed administration of all department activities, which
encompassed the State’s Tax Collection, Alcohol and Tobacco, and Charitable Gaming programs, providing the
State with annual revenues of $5-$9 Billion.

Managed executive staff of 8 with annual budget of $65-97 Million and over 800 department employees.
Led strategic planning, execution and facilitated overall mission. Net tax revenues exceeded state’s annual
budget forecast by approximately 6%.

Improved State's cash flow by expanding electronic tax payment options.

Secured funding and presided over conversion of 20 taxes from a 30-year old legacy mainframe system to
a server-based "Integrated Tax and Accounting System" on time and within budget.

Led legislative initiative and execution of motor fuels “tax collection at the rack” fostering uniformity with
other states to track fuel movements and maximize tax collection.
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Introduced development and dissemination of comprehensive tax guidance via rules, revenue rulings,
private letter rulings and informal advice integrating electronic policy subscription services and a Policy
Services Division.

Initiated policies that facilitated the reduction of legal case inventory by 42% and increased recovery rate
by 258%, and approximate increase of 16.5% and 17.5% delinquent and audit collections respectively.
Functionally aligned organization for consistency, increased efficiency and productivity.

Leveraged new technologies, which accelerated electronic filing of business returns by 49% and individual
income returns by 79%,; surpassed accounts receivable 180-day resolution target by 72%.

Directed process improvements that reduced paper return posting by 57%, achieved 85% of revenue
deposited within 24 hours of receipt, and reduced call abandonment rate by 25%.

Facilitated development and implementation of web-based state and local sales tax reporting and
payment system with 16,000 users and $1 billion collected in 18 months, $830 million for parish and local
governments.

Led organization’s visibility and public education initiatives via community partnerships, multi-media
campaigns, a 15-minute cable show, seminars and workshops.

Represented the agency at budget appeals conferences and fiscal legislative committees.

Developed and produced monthly revenue forecast reports for Governor and Commissioner of
Administration.

Partnered with Department of Civil Service to pilot new employee appraisal system.

EDUCATION AND PROFESSIONAL TRAINING

Bachelor of Science in Business Administration — Accounting, University of Louisiana, Lafayette, LA

Information Technology Studies, Governors State University, University Park, IL

Strategic Leadership for State Executives, Governors Center — Duke University, Durham, NC

Re-Engineering Management Training, IBM Business Partner Executive Institute, Palisades, NY

Fundamentals of Money Management, Wharton School, Aresty Institute of Executive Education, Philadelphia, PA

CERTIFICATIONS, AWARDS AND DISTINCTIONS

Certified Public Accountant

2012 Tax Administrator of the Year, State Tax Notes and Tax Analysts

2011 Top Ten Tax Administrators, State Tax Notes and Tax Analysts

2007 Influential Women in Business — Government, Greater Baton Rouge Business Report

2005 Award for Technology Application, Federation of Tax Administrators

2005 Partnership Award, Internal Revenue Service

Certificate of Appreciation for participation in Disaster Recovery Seminars, Society of LA CPAs,
January 2006

Featured in Microsoft Customer Solution Case Study, July 2006, “Louisiana Migrates Complex Tax
Operations from Mainframe to Client-Server Environment”

Featured in State Tech Magazine, Cover Story, Winter 2005 “It's Tax Season, It's Hot in the DELTA”

MEMBERSHIPS

Continuous Improvement Network (CIN), Sacramento, CA
California Women Lead, Sacramento, CA

The League of Women Voters, Sacramento County
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Cynthia Bridges has spent more than half her life
working for the Louisiana Department of Revenue,
from starting out as a field auditor to currently
serving as secretary of the department.

The department has become such an integral part of
her life that even her so-called recreational activities
come with an eye on work. “Generally, I read and
research ways to improve some things we do here,”
Bridges says. “Some of the things we do here are
pretty close to what you might find in private
industry.”

Bridges, 50, heads her agency with an
entrepreneurial spirit, a trait somewhat surprising
considering she not only cut her teeth working for
the government, but has stayed there for nearly
three decades. The Opelousas native worked her way
up through the department, with each step adding

management and administrative skills to her
technical grasp of the goings-on at the department.

She has served as the department’s deputy
secretary, assistant secretary over the compliance
group, deputy assistant secretary of the tax
divisions, director of the excise tax division and
assistant director of the research and technical
services, field services and sales tax divisions. Mike
Foster was a second-term governor when Bridges
unexpectedly received a phone call inquiring if she'd
be interested in heading the department.

Bridges considered it an honor that her work had
been noticed, but says the task was a little scary at
first. The quality of people working in the department
helped calm her nerves, and she began implementing
the vision she had for the department.

Her hard work paid off. When the state went from
Foster, a Republican, to Democrat Kathleen Blanco,
Bridges was asked to maintain her post as the
department. “I think we have undertaken lots of
challenges over the years in terms of improving our
delivery of services,” Bridges says. “Apparently that
work was noticed and recognized.”

Much of Bridges success comes from leaving it to
others to recognize her work, while she moves on to
the next way to improve the department. Her to-do
list today is as long as it was her first day she took
over as secretary, with past items tackled
successfully being replaced with current weaknesses
in the department.

“You can't become complacent; you can’t rest on
your laurels,” Bridges says. “There's always
something else to work on.”

Bridges has focused largely on increasing the
effectiveness of communications between her agency
and the people it serves. It is the agency’s
responsibility, she says, to make sure people and
businesses are informed if they are expected to
comply with tax laws. She is constantly looking for
new ways to get the message out, saying that the
old method of sending out press releases is no longer
effective.

Bridges has always operated under the belief that
she could work hard enough to create her own
opportunities. But she is also quick to defer to the
workers around her when it comes time to explain
her success.

“Without their effort, I don’t think we’d be able to
accomplish many of the goals set for us,” Bridges
says. "My successes are the result of a lot of good
people to work with.”
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UNLEASHING THE

DEL TAFORCE

n 2001, the Louisiana Legislature passed a
tax amnesty bill that would let delinquent
taxpayers settle their scores with the state,
free of penalties and interest. However, at

that time, the Louisiana Department of

Revenue’s (LDR) technology infrastructure
featured a 25-year-old platform hosting a
hodgepodge ol approximately 5,000 computer
programs that handled LDR’ various taxes and
business functions. To implement the amnesty,
the tax agency spent months reprogramming
applications.

“If we had to make a change in anything, it
was just a horrendous task,” recalls Revenue
Deputy Secretary Gary Matherne.

Il LDR had had its current integrated
tax system in place in 2001, the process
would have taken only a week, estimates
Revenue Secretary Cynthia Bridges. “Our
legacy system was extremely cumbersome to
maintain,” she adds. “We needed something
that was going to be a lot more flexible.”

LDR found the flexibility it needed, but not
without some risk. The agency’s mainframe
shop, which historically had used IBM’s DB2
database, scrapped its original plan to build

STATETECHMAG.com Winter 2005

anew mainframe system from the ground up
and licensed GenTax, a commercial package
built on Microsoft technology, including the
Microsoflt SQL Server database.

Fast that
developed GenTax, had not had a client as

Enterprises, the company
large as Louisiana, causing LDR officials to
worry about the scalability of the SQL Server
platform. But they were very pleasantly
surprised by the processing power of SQL
Server, as well as the cost, officials report.
“In the long run, operating the tax system
on servers would be a lot cheaper than on
a mainframe,” notes Greg Montagnino, IT
director, Louisiana Department of Revenue.

The Right Choice
Two and a half years after starting the project,
LDR leaders report that the state’s integrated
tax system, dubbed the DELTA Project,
for Defining Excellence in Louisiana Tax
Administration, cost an estimated one-half or
even one-quarter of what other governments
spent on similar applications.

Because 70 percent of the package was
prebuilt, the three-year project started showing

The Louisiana Department of

Revenue simplifies processes and
nets big returns from its integrated
tax system. / By Melissa Solomon

TEAM DELTA
(From left to right)
Gwendolyn Scott,
Greg Montagnino,
Kenneth Comeaux,
Gary Matherne,
Earl Millet Jr. and
Cynthia Bridges

results quickly. The four project phases
that have passed have proceeded according
to plan. The final phase is slated for May
completion.

“We have not missed one deadline for
any of these rollouts, and every rollout has
come within the budgeted amount or under,”
reports Kenneth Comeaux, DELTA Project
steering committee chairman. “That doesn’
happen often.”

Because GenTax was written in Visual Basic
on Microsoft platforms and then upgraded to
Net, LDR no longer worries about finding
technicians with the skills to maintain its
infrastructure,
he adds, the agency can take advantage ol

Montagnino says. At last,
new technologies, such as audit-tracking
software, enhanced imaging tools and wireless
connectivity.

“Anytime you do something like this, you're
taking a risk,” Comeaux concedes. “But if you
don't take a risk, you're going to keep getting
the results you're getting.

“Based on our success and our results, 1
think every revenue agency—not only on the
state level—should look into it.”



Found Money

Louisiana’s tax agency administers 47 types of
taxes, as well as 25 fees, permits, bonds and
certifications. A Louisiana business might
pay several types of taxes, but because LDR’s
former homegrown legacy system handled
each of them separately, the business might
get a sales tax refund while still owing
employee withholding taxes and penalties.

By May, the department plans to have
integrated 20 taxes into the tax system, and
Bridges says she’d eventually like to add
the remaining taxes and fees. When all of
the taxes are integrated, LDR officials could
click an icon to get a real-time view of each
taxpayer's consolidated tax portfolio.

A fully integrated system could also help
automate some collection processes. LDR
agents can prioritize lower-risk, higher-
dollar collections and run analyses to ensure
that taxpayers are paying all appropriate
taxes, says James Harrison, a partner at Fast
Enterprises.

In addition to generating new revenue
sources, the DELTA Project has saved money
by making the tax agency more efficient.
With the legacy system, many tasks were
manual, making it difficult to assess the work
done at the agency. The system automates

RISK-TAKER

You have to take
risks to get results,
advises Kenneth
Comeaux.

LDR also automated its revenue accounting
function. Before this program, the agency had to
pull data from different tax systems, then plug it
into a separate revenue accounting application.
Now, LDR can calculate revenues and pull
reports automatically. It also can issue letters
to taxpayers, capture images of those letters and
store them in the system, Scott says.

With the DELTA project, the Louisiana
Department of Revenue set a new standard
for all tax agencies looking to modernize their

much of LDRs work, giving managers operations,according to Karla Pierce, director of PARTNERING

a better picture of workflow tax and revenue at Microsolt’s U.S. Public Sector Karla Pierce of

and employee productivity. This division and former Kansas revenue secretary. Microsoft provided
helps them reallocate resources  “They proved that an enterprise [commercial] support for Louisiana's
as needed, explains Gwendolyn Scott, solution operating on a Microsoft platform can tax system.

assistant secretary in charge of LDR’s taxpayer
assistance and collection programs, which
encompass eight regional offices.

mitigate the risks associated with implementing
a large-scale, custom-integrated tax system and
achieve the desired business results,” she adds.

Breaking Codes
With different transaction codes for
each tax, LDR’s legacy applications

Map How the Work Flows

Before considering an integrated
tax system, government agencies
should take a step back and
analyze their current processes,
advises Gary Matherne, revenue
deputy secretary of the Louisiana
Department of Revenue (LDR).
The LDR held training sessions
to teach managers how to analyze
the work processes of their
departments and create maps
illustrating the workflow. That
approach, Matherne says, helped
officials spot areas of duplication
and delay, which they could then
fix instead of incorporating the
inefficiencies into the new system.
Now that the tax agency is
nearing completion of its integrated
tax system, it is revisiting those
workflow maps. If changes are
needed, LDR can quickly update
one system instead of tinkering with

the disjointed computer programs in
its old infrastructure, says Revenue
Secretary Cynthia Bridges.

Agencies contemplating a
new tax system also need strong
executive support, Bridges advises.
As secretary, she made the
integrated tax project the agency's
first priority. An executive steering
committee was formed and met
biweekly to set direction and resolve
issues for the project.

LDR also assigned three project
managers: one from vendor Fast
Enterprises, one from the department
and one independent project
manager who was hired through a
public bid process.

Training is a critical piece of
the puzzle, according to Bridges.
Fast Enterprises had an extensive
training program in place, and the

department got its staff involved
early in the process.

That proved to be a major asset
when those employees wound up
serving as project ambassadors.
LDR worked hard to communicate
with employees about the project,
but there was still a great deal of
resistance.

Assistant Secretary Gwendolyn
Scott suggests spending a lot of
time before, during and after
the project helping employees
understand the importance of the
new tax system and explaining that
it will require some concessions and
reallocation of resources.

“It's hard work, and it takes
everybody," Scott says. “Serious
dedication and commitment are
critical to the success of the project.”

were complex and required detailed
training,.

“We communicated in code,” says
Earl Millet Jr., director of the New
Orleans regional office. To report
that a customer filed a return, agents
would use codes 210, 450 and 930.
Now they just call it what it is: filed
areturn.

“The tax system does the same
things, but it speaks in English,” he
explains. That difference makes it
much easier to train new employees
to use the new system than to use the
old application.

Integrating all processes into one
system means that employees won't
be stuck in silos, and during busy
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Points to Ponder

A commercial tax system can bring big returns, but as with any major
purchase, it shouldn't be entered into lightly. Here are some factors to
consider:

Cost: Because much of the product is prebuilt, the cost can be a
fraction of what agencies would pay to build a homegrown system or
have one built by a consultant.

Customization: Although some flexibility and customization is
factored into the package, an agency can't build it to perfectly match it
specifications.

Time: If it takes more than six years to build an integrated tax system
from the ground up, the technology may be obsolete by the project's
end, or a new administration might not embrace it.

Upgrades: With a commercial package, a significant number of
maintenance issues and technology advances will be addressed
through regular product upgrades.

Funding Realities: For some agencies, it might be easier to get
legislative approval for a one-time expenditure of $60 million than it
would be to get $20 million for a new commercial package, then $2

MAKING IT WORK

Greg Montagnino helped implement

Louisiana's Louisiana's integrated tax system, which million each year thereafter to pay for upgrades.
; ol _ ,
tax agency S:DHmed O Commarols] st Best Practices: Because vendors work with a variety of clients, their
administers products evolve to reflect best practices in the field.

Built-in Integration: The entire platform is Microsoft-based, from the
desktop to the servers, which simplifies the process of upgrading an

types of taxes, as
well as 25 fees,
permits, bonds
and certifications.

periods, such as April 15, they can be shifted to
different departments. Easier training will be
particularly important as LDR employees near
retirement and the agency has large numbers
of new workers to train, Bridges points out.
Another benefit of a Web-based system is
provided by a standalone collection tool that
lets field agents download case files onto Tablet
PCs and bring them along on their collection
rounds. The agents can print receipts in the
field, record new data and then upload it to the
system when they return to the office.

According to Millet, field agents in the
trenches, who talk with taxpayers lace to face,
say that most people aren't dishonest, they're
just uninformed. LDR’s old code language
didn’t help the situation, he adds.

Under the old system, LDR sent Final Notice
Before Seizure letters, which sparked panic
among taxpayers. Now these notices are called
Statements of Account, which resemble credit
card statements.
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enterprise system.

In the past, when customers called in for
theiraccount balance, they often gotincomplete
totals because their accounts were spread
across so many applications, Millet says. With
a real-time system, agents can give customers
an instant real-time total. “It's more taxpayer-
friendly,” he says.

Race to the Finish

Employees from several states have visited
Louisiana to see the integrated tax system in
action. Officials of one state, which set a goal
of implementing one tax into its integrated
tax system every four years, were shocked to
learn that Louisiana was implementing 20 taxes
within three years.

Even so, the largely successful, ambitious
plan encountered a few bumps in the road,
primarily in change management. “The speed
does bring some chaos with it,” Montagnino
concedes. “It creates dramatic change in the
organization in a hurry, and that does create
stress.”

The LDR informed stall about the new
system from the beginning, but getting
employees ready has been the department’s
biggest challenge. “We survived but we could
have done better,” Comeaux says.

Many employees who expected the new
system to emulate their old work processes

were disconcerted when it did not. An
advantage of the new system is that it
incorporates best practices, Bridges says.
But it was hard to convince employees that
the way they'd been doing things might not
be the best way, she adds.

However, employees who were initially
disillusioned often were impressed when
they saw changes that they suggested
incorporated into the tax system, often in a
matter of hours, she notes.

Such extensive changes also made
extensive demands on the agencys IT
employees, who were experienced in LDR’s
legacy environment but had to quickly learn
to work with GenTax and SQL Server.

“Our folks have been really stretched
and stressed to get up to speed on this,”
Montagnino says. “But they've done quite
well.”

The DELTA Project has increased
efficiencies both on an employee and
technology level. And, should the legislature
ever call another tax amnesty, LDR staff will
be able to say: Bring it on; we're ready.

“I think this is probably one of the best
investments the Department of Revenue ever
made in its infrastructure,” says Millet, a
25-year LDR veteran. “You can almost laugh
now at the way we used to do things.”
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Microsoft SQL Server
Customer Solution Case Stu

Customer: Louisiana Department of
Revenue

Web Site:
www.rev.louisiana.gov/default.asp
Customer Size: 100-5,000

Country or Region: USA

Industry: State Government
Partner: Fast Enterprises LLC

Customer Profile

The Department is organized into eight
management groups: the Office of the
Secretary; the Office of Legal Affairs; the
Office of Management and Finance; the
Office of Tax Administration, Group |
(Processing Services); the Office of Tax
Administration, Group Il (Taxpayer
Services); the Office of Tax Administration,
Group Il (Tax Compliance); the Office of
Charitable Gaming; and the Office of
Alcohol and Tobacco Control. The
Department's mission is to administer
applicable laws and collect revenues to
fund state services. The Department can
be reached at:
www.rev.louisiana.gov/default.asp

For more information about other Microsoft
customer successes, please visit:
www.microsoft.com/resources/casestudies

ENTERFRISES

Louisiana Migrates Complex Tax Operations
from Mainframe to Client-Server Environment

“Implementing the GenTax solution on Microsoft
technology significantly reduced our cost structure -
allowing us to generate $1 million a year in savings. It
has also allowed us to re-deploy our IT personnel to
higher-value activities that better serve our
constituents' needs.”

Kenneth Comeaux, Special Project Mana

When the Louisiana Department of Revenue decided it was time to
refresh its IT infrastructure and migrate its mainframe legacy
system to a new future-proof client-server environment, it tapped
Microsoft partner Fast Enterprises LLC to do the job. The mission
was formidable: Transfer 20 taxes the Department administers for
1.8 million taxpayers and over 130,000 businesses as quickly and
inexpensively as possible. The Department and Fast Enterprises,
LLC (FAST) implemented GenTax, a commercial-off-the-shelf
solution within a year of signing the contract. The results have
been impressive. The Department expects to realize approximately
$1 million a year in savings due to reduced hardware and licensing
costs, and is in the process of re-organizing its operations to be
even more responsive to its taxpayers and other constituencies.

Ay

Windows Server System




Business Needs

The Louisiana Department of Revenue not
only fund operations throughout the state—
including state aid to municipalities— they
also have the daunting task of handling
millions of personal and business tax
accounts and processing millions of
transactions annually. Given this criticality
and complexity, it is no surprise that states
are extremely cautious about migrating to new
systems. This is even true when the
inefficiencies of legacy processing and data
handling systems are known.

In the mid-1990s, the Louisiana Department
of Revenue ran into limitations with the
mainframe-based system that it had
developed in-house to administer and collect
revenues as well as disburse refunds for the
approximately 50 taxes and 25 fees it
administered for 1.8 million taxpayers and
about 130,000 businesses. The system
operated accurately and allowed the
Department to meet its revenue collection
needs and serve individual taxpayers and tax-
paying organizations; however, the legacy
environment was becoming increasingly
expensive to maintain. It also was getting
harder to find IT professionals with experience
working with mainframes and older code,
such as COBOL.

“The system was becoming outdated and
difficult and costly to maintain,” says Greg
Montagnino, director of IT at the Department.
“Also, with the advent of the online age, we
were not able to keep up with emerging
capabilities such as e-commerce, enhanced
image/document-management tools and
wireless connectivity.

Managers realized that they were not taking
advantage of efficiencies afforded by the e-
commerce and simplified integration features
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of newer solutions that were available. In
particular, the Department wanted to have
the ability to see and manage all of the
activity and history related to an individual
taxpayer's account. For example, the legacy
system might process a refund to a taxpayer
under one program when in fact that person
owed money to the state as a result of a
liability in another tax category.

“We were looking for a system to support
collection, taxpayer assistance, registration,
and remittance of funds in an integrated
fashion so that we could collect or move
money or information among the various
taxes that a person or organization was
registered for," explains Kenneth Comeaux,
Special Project Manager.

The state sought a more integrated and up-
to-date electronic commerce functionality
than the relatively simple e-commerce add-
on it had fashioned for the legacy system.
“We had done some things to allow us to
take advantage of features such as
electronic filing, but the front end took a lot
of manual intervention,” says Montagnino.

Solution

In 2001, the management team explored
the operations of counterparts in the
revenue agencies of other states, as well as
in provinces of Canada.

“We were looking for a system that was
already proven and implemented, and that
could be delivered within the relatively
limited budget that we had at this point,”
says Comeaux.

After receiving information from several
other colleagues about a solution from
Microsoft partner, Greenwood Village, Colo.-
based Fast Enterprises LLC, Louisiana
officials scheduled meetings with taxation
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Departments at the State of Idaho and the
provincial government of British Columbia,
both of which were experienced users of
GenTax®, the Fast Enterprise tax revenue
management solution. GenTax® is a
commercial-off-the-shelf integrated tax
processing product that runs in a client-
server architecture.

Louisiana officials issued an RFP for a new
revenue and taxation solution in the spring
of 2002 and signed an agreement with FAST
in May of that year. Louisiana elected to
deploy GenTax® in a Microsoft SQL data
environment. The decision to deploy in SQL
was logical because GenTax runs in a
Windows environment and uses SQL for
internal reference databases. In addition,
the Department already had installed
several SQL servers for a data warehousing
initiative.

The Department set a simple, but
demanding measure for project success: the
new system would have to enable the State
of Louisiana to integrate every tax and all
associated records on the mainframe
system and make them function and be fully
accessible on the GenTax® system.

Work on the new solution began by
documenting and mapping all current
workflows and processes. This identified
several gaps, inefficiencies and
redundancies—all of which were addressed
or changed before the new system was put
in place.

Microsoft




Louisiana deployed GenTax's core processing
capabilities to address all operations related
to tax returns for filers and non-filers,
including:

e  processing of returns;
e administration and disbursement of

refunds;
e  collection management; and
e auditing.

The Department also used the solution to:

e  Provide detailed reports on tax
revenues;

e Leverage image management
technologies to index and retrieve
paper documents that have been
scanned into databases;

e Implement work-flow management
technologies to handle
correspondence with tax payers;
and

e  Support e-commerce to accept and
make electronic payments.

User features of GenTax® include a graphical
user interface and integrated development
environment and integrated help. To support
the diverse and frequently changing
requirements of agencies, GenTax uses a
table-driven processing and multi-lingual
feature that allows the agency to use its own
terminology and custom-configure textual
interface items.

Benefits

The new system has delivered dramatic cost
savings and efficiencies to the State of
Louisiana. These have led to a complete
reorganization of IT personnel and of business
processes in the Department. For instance,
the Department has been able to redeploy

staff to its expanded customer contact
center; and many of the mainframe
programmers who have worked with the tax
regulations in minute detail to develop
COBOL applications are being asked to take
the extensive tax knowledge and capture it
all in a data warehouse or information
consulting environment.

“Now their tax knowledge is more important
than their knowledge of the old legacy IT
environment,” says Montagnino.

In fact, the whole IT area has been
reorganized as a result of the GenTax®
deployment.

“In the past, we had the traditional IT shop
and had some specialty support groups that
grew up outside of the IT area. Now we have
incorporated those support groups back into
the IT structure so that we can better
coordinate the IT functions of an integrated
tax application,” he adds.

The new system also proved far less costly to
implement than continuing with a mainframe
infrastructure. With the cost of application
servers at $4,000-$5,000, and database
servers about $8,000, the client-server
solution offered attractive hardware costs.

“It is also far more flexible than the old
mainframe environment: it's easy to move
things around or add servers or additional
storage if we need to,” explains Montagnino.
The mainframe equipment and software is
expected to be totally removed from service
in fiscal year 2006-07; at that point, the
Department expects to save about $1 million
annually due to reduced hardware and
licensing costs.

The speed of deployment also has been a
benefit to the Department. In February,
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2003, seven months after signing the
contract with FAST, the Department fully
implemented the transition of the first three
taxes—this included all programming, testing
and all staff training.

Less than six months later, several more
taxes were rolled out in the new system. This
process has continued so that by May of
2005, 20 taxes, representing 90% of
Louisiana’s tax collections, are expected to
be on the new system. Training time has
proved to be speedy: it only takes two to
three days to train staff in the new system,
compared to weeks with the old system.

Another major benefit is the e-commerce
capability of the new system. The old system
was able to accept only a limited amount of
electronic tax filing. The new e-commerce
capability allows a taxpayer to go online and
view his or her account, see paid and unpaid
amounts, and even submit payments.

Taxpayers and CPAs have responded
favorably to these and other features, such
as notifications issued to taxpayers about
errors in filings or outstanding amounts due.
These messages include clear instructions
about what steps taxpayers should take to
address their particular situation.

Previously, only generic messages were sent
about errors in filings or amounts due.
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