
2003 Innovations Awards Program
Application Form

ID #:  ________________

Category: _____________

State: ________________

1. Program Name: Outreach and Assistance Center (OAC)

2. Administering Agency: Missouri Department of Natural Resources

3. Contact Person (Name & Title): Sara Parker, OAC director

4. Address: P.O. Box 176, Jefferson City, MO 65102

5. Telephone Number: (573) 751-1010

6. FAX Number: (573) 751-7627

7. E-mail Address: nreverv@dnr.state.mo.us
8. Please provide a two-sentence description of the program.

The Missouri Department of Natural Resources established OAC to integrate the services we provide that directly assist citizens, businesses and communities.  The center includes our environmental assistance, energy, historic preservation, urban outreach and public information services.
9. How long has this program been operational (month and year)? This program was established in October 2001.

10. Why was the program created? (What problem[s] or issue[s] was it designed to address?)

The department created OAC in response to requests from the public, the state legislature and the regulated community to make the department easier to navigate. OAC helps our constituents understand the state’s environmental regulations and how to achieve compliance with them. OAC is able to provide more comprehensive information to communities and environmental education courses and training that cover all aspects of environmental protection and community planning with natural resource protection in mind. OAC also provides environmental project coordination and training. Finally, creating this center helped to streamline the department’s efforts by reducing opportunities for staff scattered throughout the department to duplicate one another’s work.

11. Describe the specific activities and operations of the program in chronological order.

Shortly after establishing OAC in 2001, the department moved several existing offices into this center, including the public information staff who produce publications, graphics and displays; environmental education staff; the department’s special events coordinator; the department’s communications director; staff who are responsible for responding to the department’s main toll-free number; the department’s energy center; our historic preservation office; the St. Louis Urban Outreach and Assistance Center; and staff who provide environmental technical assistance to industries, small businesses, local governments and agricultural producers. Start-up costs associated with establishing OAC were minimal, as it was formed by reorganizing existing programs within the department.

After bringing these offices together, the department established an outreach office in Kansas City to bring the department closer to a large percentage of Missouri’s population. In October 2002, the department also added a Community Assistance Office in OAC, designed to act as a “one-stop shop” for communities, businesses and citizens seeking effective and efficient financial solutions for their natural resource projects. 
12. Why is the program a new and creative approach or method?

This structure has brought together many of the department’s previously decentralized, non-regulatory services. Although many agencies already have consolidated some of these groups, such as a program or division dedicated to assisting the news media, for example, the Missouri Department of Natural Resources is among the first to bring all these groups together into one center. Designing this center required service-oriented thinking—treating communities, schools, citizens and even the regulated communities as our customers. Many states have assistance programs related to environmental quality issues, often focused on businesses. However, bringing together services from energy, historic preservation and financial coordination, and having a very broad base for businesses, agricultural producers, local governments, schools and general citizens appears to be unique to OAC.

13. What were the program’s start-up costs? (Provide detail about specific purchases for this program, staffing needs and other financial expenditures, as well as existing materials, technology and staff already in place.)

14. What are the program’s annual operational costs? The program’s annual operation cost is $7.3.

15. How is the program funded? The program’s annual operation cost is $7.3, which includes $1.7 million personal services, through state general revenue; $2.7 million personal services, through federal and other funding; $0.7 million for expense and equipment, funded by state general revenue; $2.2 million for expense and equipment, through federal and other funding; $10 million federal and other dollars designated for grants and loans.
16. Did this program require the passage of legislation, executive order or regulations?  If YES, please indicate the citation number.

No.

17. What equipment, technology and software are used to operate and administer this program?

OAC staff mostly relies upon standard computers, scanners and printers, as well as various packaged software to allow them to handle specific job functions more efficiently. To save money, staff in Operator Certification creates test questions using packaged software; they then read these test forms with a specialized scanner and score them with packaged software. Staff in Document Distribution use scanners to track bar codes that are printed on all documents, which helps OAC track the usage of different documents.  Also, when appropriate, multiple documents are distributed on CD rather than paper copies. Staff in OAC’s Government Section has generated specialized software as a tool for government entities to analyze water, wastewater and others.

Publications staff in OAC use a large media printer to print large products in-house rather than outsourcing them, which saves money and allows for quicker turnaround. They also have digital cameras to help in publishing the department’s magazine, and a dry mount press for creating signage for various departmental displays. They use several software packages in creating the department’s publications, including Adobe Acrobat, PageMaker, PhotoShop, Deltagraph, Fontographer, FreeHand, Dreamweaver, Fireworks, Flash, QuarkXpress, Retrospect and Stuffit DeLuxe.
18. To the best of your knowledge, did this program originate in your state?  If YES, please indicate the innovator’s name, present address and telephone number.

Yes. Innovator’s name: Steve Mahfood, director, Missouri Department of Natural Resources. Mr. Mahfood can be reached at P.O. Box 176, Jefferson City, MO, 65102, by phone at (573) 751-4732 or by e-mail at nrbuscm@dnr.state.mo.us.

19. Are you aware of similar programs in other states?  If YES, which ones and how does this program differ?

Yes, but not to this extent or with this design. We did not require additional financing but rather moved already-existing programs and staff together. Other states have similar programs, but to our knowledge, Missouri’s is the only one to include urban outreach efforts, an energy center and historic preservation.

20. Has the program been fully implemented?  If NO, what actions remain to be taken?

Yes.

21. Briefly evaluate (pro and con) the program’s effectiveness in addressing the defined problem[s] or issue[s].  Provide tangible examples.

This program already has been successful in the short time since its inception. OAC has made the department much more accessible to its customers. It also has helped support Missouri’s businesses during these turbulent times by making regulatory and permitting processes easier to navigate, and by showing them how to save money by operating their businesses more cleanly and efficiently.

For example, OAC staff recently worked with metal finishing companies to simplify and streamline their reporting requirements regarding environmental regulations. They conducted Business Environmental Management Institute (BEMI) workshops on environmental issues and regulations geared toward metal finishers and their technologies. With help from the department’s OAC, one small business, the Microfinish Company, received Silver Level designation in the federal Strategic Goals Program for metal finishers and will receive several benefits, including fewer wastewater inspections by the St. Louis Metropolitan Sewer District and reduced self-monitoring frequencies. This company’s operation also has reduced its water usage, wastewater generation and sludge generation.

OAC created a similar workshop session for colleges and universities in response to the U.S. EPA Colleges and Universities Compliance Initiative. As a follow-up feature, OAC staff provides on-site compliance and pollution prevention assistance at specific facilities, many of which were involved in the training sessions. The OAC also provides general environmental issues training for local governments and specialized training and assistance helping drinking water and wastewater facilities evaluate user charges.

Since its creation, OAC has provided numerous environmental education courses and workshops to teachers across Missouri in kindergarten through 12th grade. These courses and workshops provide teaching strategies, lesson plans and student activities that enable our teachers to help educate Missouri’s youth on ways to preserve, conserve and protect our state’s natural resources.  Teachers can choose to take the courses for graduate credit.

OAC publishes a free quarterly magazine, Missouri Resources, as well. This magazine currently has more than 62,000 readers. OAC also produces several newsletters, two of which have targeted mailing lists of about 6,000 each. Staff in this center responds to calls to the department’s main toll-free number. Between February 2002 and February 2003, staff received more than 40,000 calls. Staff also distribute news releases – about 350 annually – and respond to about 13,000 media calls annually.

OAC also has been beneficial in coordinating efforts that include multiple types of environmental media, such as a recent effort to use poultry biomass at a Missouri utility, which would involve water, air, energy and solid waste. OAC also has provided crucial support for community planning across the state. The synergy and creativity created by bringing service-oriented staff throughout the department into one center clearly has been beneficial not only to the Department of Natural Resources but to the citizens of the State of Missouri as well.

The biggest challenge this center faces, primarily because it still is so new, is to educate the public, the legislature and the regulated community about its existence. The department receives many requests from communities and elected officials for more information about OAC’s purpose. As staff from OAC speaks with these groups, its value and usefulness will grow.

22. How has the program grown and/or changed since its inception?

OAC’s mission has evolved a great deal since its inception. It now takes an innovative and holistic approach to environmental issues. Instead of focusing only on one environmental media—such as air, for example—OAC now looks at all aspects of environmental protection together. OAC also has taken on the role of liaison, coordinating efforts among the department’s other programs. Bringing together these offices has resulted in innovative solutions to environmental problems.

For example, with help from staff in OAC, the department has developed a plan for burning biomass, including poultry litter, to produce energy, which not only reduces our dependence on non-renewable fuels, but also puts to use a waste that once had polluted our environment. OAC has played an important role in this effort, which required coordinating the involvement and expertise of staff in several areas of the department. Staff from the department’s Air Pollution Control Program, for example, would handle the air permit for the project. Staff members who protect our state’s water quality have an interest, as this project would help divert poultry litter from making its way into our rivers, lakes and streams. Staff in the department’s Solid Waste Management Program are interested in the other forms of waste that could be used as well, such as tires, which would help reduce the amount of waste disposed of in landfills. Within OAC, the Energy Center clearly is interested in this project’s ability to develop innovative forms of renewable energy.

OAC also has coordinated efforts between staff who work on energy issues and those committed to protecting water resources in order to develop new ways to make wastewater treatment plants more effective. OAC also has acted as a liaison between staff in the department’s Energy Center and the State Historic Preservation Office to find energy-efficient solutions to the rehabilitation of historic courthouses. As OAC has grown, its role as intra-departmental liaison has enabled the department to develop solutions that protect the environment of the State of Missouri and save it money.

OAC continues to look for opportunities to serve as a liaison between the department’s technical staff and the public to help resolve issues as well. Already, OAC’s success in negotiating contentious issues has led to more requests for OAC services on behalf of the department.
23. What limitations or obstacles might other states expect to encounter if they attempt to adopt this program?

The biggest obstacle we would foresee is difficulty obtaining and maintaining financial support for this type of program. Because a program of this nature ventures beyond the standard regulatory role of an environmental protection agency, some groups might not immediately see its worth. As with many governmental programs, support quickly can change with shifting political climates. However, if other states worked hard to educate their elected officials, businesses and the public about their efforts and how these efforts helped save money and encourage economic development, we believe this program could be recreated.

Add space as appropriate to this form.  When complete, return to: 

CSG Innovations Awards 2003
The Council of State Governments

2760 Research Park Drive, P.O. Box 11910

Lexington, KY 40578-1910

innovations@csg.org 

DEADLINE: All original applications must be postmarked or e-mailed by April 11, 2003, to be considered for an Innovations Award for 2003.
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