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Introduction from Colorado 811 CEO 
Title 9 Article 1.5 of the Colorado Revised Statutes (commonly referred to as the One Call Law) requires 
all persons, before conducting an excavation (with minor exceptions), to contact Colorado 811 to request 
the location of all underground facilities in the excavation project area. The owners and operators of 
facility in the project area are then notified by Colorado 811 and must accurately locate and mark the 
location of their facilities within three days. Violations of the law are enforced through civil actions 
initiated by damaged parties to collect specified civil penalties and damages, or by referring potential 
violations to the Colorado Underground Damage Prevention Safety Commission (UDPSC). 

Utility Notification Center of Colorado provides this report to comply with the mandate in the 2018 Law 
Update to submit a written report to the Senate Transportation Committee and the House of 
Representatives Transportation and Energy Committee. Before 2018, Colorado 811 had two tiers of 
membership. The 2018 amendments to the One Call Law require all underground facility 
owners/operators to transition to Tier-One membership. This report includes a discussion and cost 
analysis of the efforts made to prepare and convert Tier-Two members of the notification association 
transitioning to Tier-One membership. The report also includes discussions of improvements 
implemented to ensure efficiencies in notification procedures and contact center operations, along with 
information regarding any new technological advances adopted to improve efficiencies. In preparing the 
report, the notification association was directed to solicit input from its membership and did so through 
two internet surveys. 

The services of the notification association are vital to the safety of the public, contribute to the economic 
viability for the owners/operators of underground facility and provide a critical benefit for excavators 
working in Colorado. Colorado 811 has undergone many changes and advancements since its creation in 
1987. By using innovative technology, the notification association has established itself as a leader in the 
industry and its services contribute to the vibrancy of our state. 

The changes required in the 2018 Law Update and the improvements Colorado 811 has made to 
accommodate these changes have already enhanced the One Call process in Colorado. I thank the staff 
for their understanding of the importance of our mission and for their hard work necessary to implement 
many of the far-reaching changes. I also wish to thank the Colorado 811 members and Board of Directors 
who have assisted in this multi-year process and who continue to provide the financial support, feedback 
and guidance in the invaluable work of Colorado 811. Finally, I wish to thank the Colorado Department of 
Labor and Employment, the Colorado Public Utilities Commission, and the Colorado State Senate and 
House of Representatives for their continued support. Together, we have made significant improvements 
for the safety of the citizens and for the protection of critical infrastructure in Colorado. 

If you have any questions or concerns, please do not hesitate to contact me. 

 

JD Maniscalco, C.E.O. 

Colorado 811 

jdman@CO811.org 

  

mailto:jdman@CO811.org
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Colorado 811 Background  
Utility Notification Center of Colorado, dba Colorado 811, was established via legislative 
proclamation in 1987 with the mission of serving as the notification association between 
excavators planning to perform excavation within the State of Colorado and the 
owners/operators of buried facility within Colorado. Colorado 811 is a member owned, non-
profit, safety organization that is directed by a Board consisting of thirteen elected 
representatives of its membership. The membership consists of all underground facility 
owners/operators with buried facilities that cross a public right-of-way in Colorado, as well as 
excavators and the general public who choose to be members. 

Colorado 811‘s primary function is to serve as a communications link between excavators 
requesting a facility locate notification and the facility owners and/or operators who must then 
locate and mark the buried facility prior to the start of excavation. A secondary function is to 
promote damage prevention safety awareness and provide stakeholder education about the Law 
and the need to implement safe and effective damage prevention practices. Serving in these 
roles, the goal of Colorado 811 is to help protect industry stakeholders and the public-at-large, 
to assist in keeping vital underground facilities and services working, and to help reduce the 
number, severity and cost of underground facility damages. 

From its inception in 1987, the number of annual locate notifications called in via 811 or 
submitted online by excavators has expanded from around 100,000 to approximately 957,000 in 
2019. The contact center handled 254,000 of these excavator requests as incoming 811 calls. 
Over the same period, the number of electronic notifications delivered to facility 
owners/operators expanded from less than 600,000 to approximately 5,873,000 in 2019. 
Colorado 811 additionally issued 849,000 Tier-Two member referrals to excavators in 2019. 

Colorado 811 currently employs sixty-six full time staff. Within functional departments there are 
seven administrative staff, six member relations staff, six damage prevention liaison staff, three 
information technology staff, and forty-four contact center operations and support staff. At the 
end of 2019 there were 1,384 Tier-One facility owner/operator members and 416 remaining Tier-
Two facility owner/operator members of Colorado 811 (converting to Tier-One in 2020). 

There are two Addendums attached to this Report. 

The first addendum is a survey Colorado 811 sent to the 650 Tier-Two members in 2018 prior to 
the start of the Tier-Two conversion. Thirty-six members responded. The survey demonstrates 
that Colorado 811 communicated well with the membership and most of the members were 
aware of their requirements under the new law. 

The second addendum is a general membership survey Colorado 811 sent to the 1,800 members 
in the fourth quarter of 2019. One hundred and thirty-three members responded. The survey 
demonstrates that most members are very satisfied with the services that Colorado 811 
performs. 

  



 

March 01, 2020 Colorado 811 Report to Colorado State Legislature  P a g e  | 3 

2018 Legislative Update to One Call Law 
The Colorado One Call Law (Law) is referenced in Title 9 (Safety – Industrial and Commercial), 
Article 1.5 (Excavation Requirements) and was originally enacted in 1987. Prior to 2018, the Law 
had undergone two modifications. The most current update took effect on August 08, 2018 as 
defined in Senate Bill 18-167 (2018 Law Update). 

The Law has three primary requirements: 

i. All owners/operators of underground facility in Colorado that cross a public right-of-way 
must be members of the notification association (Colorado 811) and receive notifications 
of excavation activity planned near their underground facility. The location of the 
underground facility must be defined and registered with Colorado 811. 

ii. All persons who plan to excavate in Colorado must submit a locate request to Colorado 
811 at least three days prior to beginning the excavation and receive a notification ticket 
identifying the facility owners/operators within the excavation area. 

iii. Colorado 811 must notify every facility owner/operator member of all planned excavation 
activity near their registered underground facility. 

 

The 2018 Law Update enacted the following eight major requirements: 

1. Effective January 01, 2019, creation of a central enforcement agency, known as the 
Underground Damage Prevention Safety Commission (UDPSC), under the Division of 
Labor and Employment 

2. Delivery of notifications to Tier-Two members, at no cost, from January 01, 2019 until 
December 31, 2020 

3. Elimination of the two-tiered membership structure, effective January 01, 2021, with all 
members receiving full-service benefits of membership and directly notified by Colorado 
811 

4. Implementation of two new ticket notification types: subsurface utility engineering and 
road grading 

5. Requires mandatory positive response through Colorado 811 of action taken on the 
notification request by facility owners 

6. Provided for a maximum of 30 daily renotifications to facility owners until a positive 
response is provided by the facility owner 

7. Requirement for electronically locatable underground facilities for all new facilities 
installed after August 08, 2018 

8. Addition of a secondary excavator to locate tickets 
 

 

An additional requirement in the 2018 Law Update is to provide this report to the Colorado 
Senate Transportation Committee and House of Representative Transportation and Energy 
Committee. The requirement is defined in 9-1.5 Section 105 (2.1) (b) and includes: 
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a. Efforts to prepare for Tier-Two transitioning to Tier-One membership and a cost analysis 
b. Steps that have been implemented to ensure efficiencies in notification procedures and operations 
c. Information regarding new technological advances adopted to improve efficiencies 
d. Feedback from the membership on the Tier-Two conversion process and efficiencies 

 

List of Operational Efficiencies Implemented 
Note: This list was obtained from a CO811 Smartsheet© maintained by CO811 administrative 
staff. 

Legislative Requirements 

1. Conversion of Tier-Two members to Tier-One membership 
2. Addition of new codes for mandatory Positive Response System 
3. Addition of subsurface utility engineering and road grading ticket types 

Stakeholder Requests or Colorado 811 Internal Initiatives 

4. Reduced dig site buffer/reduced member facility buffer 
5. Developed and implemented self-service direct release application 
6. Improved reporting of operating statistics on website 
7. Request tracking and reporting for Member Relations 
8. Improved information on a member transmission 
9. Adoption of Quality Management System ISO 9001:2015 
10. Stakeholder damage incident analysis, tracking and education 
11. Streamlined UDPSC data request process 
12. Eliminate unneeded ticket updates due to inappropriate quality guidelines 
13. Reduced mapping errors in rural areas with no address 
14. Reallocated contact center personnel to reduce hold times 
15. Stabilized contact center personnel turnover ratio 
16. Improved internal communication methods 
17. Technological advances adopted to improve efficiencies 
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Summary of 2018, 2019 and Jan 2020 expenditures for legislative changes 
 

Note: In presenting the expenditures associated with an effort, Colorado 811 included 
expenditures such as new staff added to implement the effort, consulting and training services, 
and new technology hardware and software purchased to implement the effort. 

Unless otherwise noted within an effort, the hours utilized by existing staff, the associated cost of 
existing staff, and travel expenses for existing staff were not included in the costs. 

 

1. Item 1: Tier-Two conversion, Wages for 2 new staff, 2018 and 2019 $ 178,021. 
2. Item 1: Tier-Two conversion, Consulting services, 2018 and 2019 $ 9,026. 
3. Item 1: Tier-Two conversion, Stakeholder meetings, 2018 and 2019 $ 5,580. 
4. Item 1: Tier-Two conversion, Legal services, 2018 and 2019 $ 15,642. 
5. Item 1: Tier-Two conversion, Communications flyers, 2019 $ 325. 
6. Item 2: Positive response, Modifications to Positive Response System, 2019 $ 5,220. 
7. Item 2: Positive response, Ticket attachment module, 2020 $ 17,280. 
8. Item 3: New ticket types, Modifications to Ticket System, 2019 $ 5,220. 
9. Item 3: New ticket types, Subsurface utility training videos, 2019 $ 624. 
10. Item 4: Reduce buffer zones, Modifications to Ticket System, 2019 $ 5,220. 
11. Item 4: Reduce buffer zones, Consulting services, 2019 $ 6,050. 
12. Item 5: iDig application development, Modifications to Ticket System, 2019 $ 5,220. 
13. Item 5: iDig application development, Prostar application development, 2019 $ 75,000. 
14. Item 8: Improve member transmissions, Modifications to transmissions, 2019 $ 5,220. 
15. Item 9: ISO 9001 QMS, Consulting services, 2018 and 2019 $ 23,528. 
16. Item 9: ISO 9001 QMS, Internal auditor training, 2019 $ 13,463. 
17. Item 9: ISO 9001 QMS, Policy document software, 2019 $ 9,587. 
18. Item 11: Streamline UDPSC data requests, Software development, 2019 $ 37,500. 
19. Item 15: Staff turnover, Staff wage increase for contact center staff, 2019 $ 500,000. 
20. Item 17: New technology, Cyber security service and system failover, 2019 $ 67,000. 

TOTAL Costs 2018, 2019, Jan 2020 $ 984,726. 
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Action Item 1: Conversion of Tier-Two members to Tier-One membership 
Describe old process 

Prior to January 01, 2021, Colorado 811 has a two-tiered membership structure for underground 
facility owners. Tier-One members receive the full services of the contact center, which primarily 
includes Colorado 811 electronically notifying the owner/operator of excavation activity occurring 
near its underground facility registered with the notification association. Tier-Two members do not 
receive this notification and instead the excavator is provided referral contact information for each 
facility owner/operator within the defined excavation area. The excavator has the legal responsibility 
of directly contacting the Tier-Two facility owner/operator to arrange the facility locate service and 
obtain approved marks identifying the facility location within the excavation area. 

Describe the reason a change was/is needed 
This change is a requirement of the 2018 Law Update. 

Under the current membership structure, Tier-Two facility owners/operators are not being contacted 
by excavators from 50% to 70% of the time. Colorado 811 determined this rate via member survey 
and data analysis. If the Tier-Two member is not contacted by the excavator, then no facility location 
is performed by the facility owner/operator. Excavation proceeds without a proper notification. 
Although Tier-Two members are provided the referral service at no charge to the member, the lack 
of a proper notification by the excavator to the Tier-Two member increases the risk of a facility 
damage. 

Describe process to implement change 
a. Member Relations utilized email, phone, regular mail to acquire email contact from each Tier-Two 

member (2018) 
b. Member Relations conducted extensive communications to update Tier-Two members of changes 

in the Law (2018) 
c. Ticket vendor modified the Ticket System to provide for the delivery of Tier-Two member 

notifications (2018) 
d. Member Relations updated the facility owners’ facility notification area as needed (2018-present) 
e. 811 initiated delivery of non-billable notifications to Tier-Two members (January 28, 2019, 

notifications to be delivered in 2019 and 2020) 

Was the change successful? 
As of December 31, 2019, this conversion is not complete. Conversion of Tier-Two members is 
mandated to be complete before January 01, 2021. 

Colorado 811 had 650 Tier-Two members on July 01, 2018. In 2018 and 2019, 76 and 114 members, 
respectively, were converted to Tier-One membership. 44 members have cancelled their membership 
due to non-communication, no longer operating underground facilities, or mergers and acquisitions. 
This leaves 416 members to convert to Tier-One in 2020. Colorado 811 Member Relations needs to 
convert around 46 members per month from January through September 2020 to meet the deadline. 
A concern is having too many members waiting until the end of 2020 to start the conversion process 
as it requires 90 days to complete the conversion process. All remaining Tier-Two members need to 
start conversion by Oct 1, 2020. To address this concern, Colorado 811 will conduct statewide 
outreach by phone and letter, starting in March 2020, to contact members. 
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Were there benefits or gains in productivity or efficiency? 

• Benefit: All members will receive the same service level 
• Benefit: All members will receive a notification of excavation activity near their buried facility 
• Productivity Gain: Excavators will no longer be required to contact Tier-Two members directly 

 The productivity gain was not measured 
• Productivity Gain: Colorado 811 contact center agents will reduce the amount of talk-time on a 

phoned-in locate request, improving agent productivity by around 7% 

Future actions 

• Complete conversion of remaining Tier-Two members to Tier-One members in 2020 
• Provide ongoing education of new Tier-One members on their responsibilities defined in the Law 
• Initiate invoicing of Tier-Two members as Tier-One members on January 01, 2021 

Cost of implementation 

• Wage costs – Colorado 811. Member Relations added two permanent staff in 2018 to handle Tier-
Two member communications and updates to the member databases 
 2,290 hrs @ burdened cost, 2018 $ 61,443. 
 3,664 hrs @ burdened cost, 2019 $ 116,578. 

• Consulting – BEC. Tier-Two conversion, 2018 $ 2,000. 
• Consulting – BEC. One Call Law, 2018 $ 3,050. 
• Consulting – BEC. Tier-Two conversion meetings, 2019 $ 3,976. 
• Meetings – Colorado 811. Tier-Two conversion meetings, 2018 $ 4,476. 
• Meetings – Colorado 811. Tier-Two conversion meetings, 2019 $ 1,104. 
• Communication – Wetink. Legislative change flyers, 2019 $ 325. 
• Legal Services – 2018 $ 13,462. 
• Legal Services – 2019 $ 2,180. 
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Action Item 2: Addition of new response codes for mandatory Positive Response 
System 
Describe old process 

The Positive Response System (PRS) allows excavators to view the action taken by owners/operators 
on the notification request. Use of the PRS by members was voluntary prior to January 01, 2019. The 
2018 Law Update mandated that all owners/operators post a positive response for excavators to view. 

Describe the reason a change was/is needed 
This change is a requirement of the 2018 Law Update, effective January 01, 2019. 

Mandatory positive response provides excavators with the status of the notification ticket and 
identifies if the facility has been properly located and marked, not located yet, or if the excavator is 
clear to dig as an owner/operator has no facility buried in the excavation area. The 2018 Law Update 
mandated that effective January 01, 2020, owners/operators are to receive automatic billable 
renotifications for up to thirty days if they do not post a timely positive response. 

Describe process to implement change 
a. Member Relations met with the operations committee and identified necessary positive response 

codes (2018) 
b. Implemented additional methods for owners/operators to post responses (2018) 
c. Ticket vendor updated the PRS with the new response codes (2018) 

Was the change successful? 
Yes 

a. In 2018 owners/operators were required to positively respond to 4.851 million transmissions 
 81% responded on-time, 9% responded late (after locate-by date), 10% did not respond 

b. In 2019 owners/operators were required to positively respond to 5.559 million transmissions, a 
14.6% increase over 2018 
 88% responded on-time, 8% responded late, 4% did not respond 
Note the improvement from 2018 to 2019. The positive response rate should improve significantly 
in 2020 with the renotification penalty in place. 

Were there benefits or gains in productivity or efficiency? 

• Benefit: Excavators quickly know the status of their notification request 
• Productivity Gain: Excavators should waste less time at the excavation site determining if 

owners/operators have located their facility 
 The productivity gain was not measured 

Future actions 

• Future enhancements to the PRS will allow owners/operators to attach additional documentation 
such as photos, sketches or maps 

Cost of implementation 

• Modifications to Positive Response System, New positive response codes, 2019 $ 5,220. 
• Modifications to Positive Response System, Ticket attachments module, 2020 $ 17,280.  
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Action Item 3: Addition of subsurface utility engineering and road grading ticket 
types 
Describe old process 

Prior to 2019, engineers and planners designing subsurface facility requirements for a project could 
submit a design ticket type. Some owners/operators would respond to the excavator and provide 
facility information, drawings and maps of existing facility. Many owners/operators would not 
respond to a design request. In some cases, this caused excavators to request an excavation 
notification with no intent of excavating. 

Prior to 2019, there was no special notification ticket type for road grading activity. Some rural and 
municipal road grading crews would submit repeated requests for locates along unpaved roads 
without performing the road grading. This created an undue burden on owners/operators to 
repeatedly locate their underground facility under the road. 

Describe the reason a change was/is needed 
This change is a requirement of the 2018 Law Update. 

The first new ticket type was a subsurface utility engineering/design request. This ticket type requires 
owners/operators to respond to the notification request with location records, or information about 
the underground facility, or possibly a facility locate and marks. Such a response resolves the lack of 
response issue the engineers/designers had complained about and eases the burden on the 
owners/operators to locate facility when there is no excavation activity. 

The second new ticket type was a road grading request. This ticket type is for annual road grading 
work. The locate marks are valid for up to 180 days and owners/operators must respond within ten 
business days. Such a response eases the burden on the owners/operators to locate facility multiple 
times when there is no excavation activity. 

Describe process to implement change 
a. Member Relations met with to identify necessary changes to the ticket type codes (2018) 
b. Ticket vendor updated the Ticket System with the new ticket notification codes (2018) 

Was the change successful? 
Yes 

Were there benefits or gains in productivity or efficiency? 

• Benefit: Excavators quickly obtain necessary information on the location of the underground 
facility or a facility locate with marks 

• Productivity Gain: Owners/operators no longer respond to unneeded excavation requests 
 The productivity gain was not measured 

Future actions 

• None 

Cost of implementation 

• Modifications to Ticket System, New ticket type codes, 2019 $ 5,220. 
• Training – Peter Webb. Subsurface utility training videos, 2019 $ 624.  



 

March 01, 2020 Colorado 811 Report to Colorado State Legislature  P a g e  | 10 

Action Item 4: Reduced dig site buffer/reduced member facility buffer 
Describe old process 

Owners/operators added a specific buffer zone on all sides of their facility location. Colorado 811 
added a second 250-foot buffer zone on all sides of the excavation area for safety reasons. The 
purpose of these buffer zones was to ensure that all facilities within a specific distance from the 
excavation area got notified of planned excavation activity. The owners/operators could still choose 
to “clear” the notification by determining that their facility was too far from the excavation area to 
perform the locate and then mark the facility. 

Describe the reason a change was/is needed 
This change was initiated because of member requests. 

Some owners/operators were concerned that they were being over-notified by Colorado 811, 
increasing their cost for the notification service. By studying the buffer zone requirements and 
ultimately reducing the size of the buffer zones, owners/operators now receive fewer notifications 
and therefore spend less money on notifications and on locating and marking the underground 
facility. The member facility buffer zone was reduced to a minimum of 30 feet and the excavation 
area buffer zone was reduced to 150 feet. 

Describe process to implement change 
a. Member Relations performed analysis on quality of map data acquired from counties (2019) 
b. Established a rating scale and rated accuracy of street and address data (2019) 
c. Performed data analysis of member notification areas (2019) 
d. Analyzed size of dig site buffer zone to reduce #tickets and cost to members (2019) 
e. 811 Board agreed to reduce buffer zones and provided members a financial benefit (2019) 
f. Member Relations modified the member records and facility databases (2019) 

Was the change successful? 
Yes 

Were there benefits or gains in productivity or efficiency? 

• Productivity Gain: Owners/operators receive fewer locate notifications from Colorado 811 and 
save money 

• Productivity Gain: Owners/operators perform fewer locates and save money 
 These productivity gains were not measured 

Future actions 

• None 

Cost of implementation 

• Modifications to Ticket System, Buffer Zones, 2019 $ 5,220. 
• Consulting Services – BEC. Buffer zones, 2019 $ 6,050. 
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Action Item 5: Developed and implemented self-service direct release ticket 
application 
Describe old process 

Prior to August 2019 excavators could submit their notification requests by calling 811 or using one 
of two internet application: Web Ticket Entry (professional excavators) or Ticket Express (non-
professional). An 811 call takes around eight minutes to initiate, gather data and process a notification 
ticket, but can be associated with several minutes of hold-time during the busy dig season. A call can 
only be handled during normal business hours. The Web Ticket Entry internet applications requires 
user registration and special training from Colorado 811. Ticket Express requires a data 
verification/clearing process by an agent that takes several minutes to ensure complete and accurate 
data before it is released to the owners/operators. The advantage to the internet is 24-hour 
availability, no hold-time and faster data entry by the excavator. 

Describe the reason a change was/is needed 
This change was initiated internally by Colorado 811. 

The iDig 811 internet application was conceived and developed in 2018 and 2019 to simplify and 
expedite online notification requests from both professional excavators and homeowners. Use of the 
application is permitted only on single address excavation sites. User training is not required; the 
application has 24-hour availability; and the notification ticket is directly released to the 
owners/operators without agent intervention (compared to Ticket Express). 

Describe process to implement change 
a. Colorado 811 designed requirements of internet application (2019) 
b. Colorado 811 engaged Ticket System vendor and Prostar to develop internet application (2019) 
c. Colorado 811 performed extensive testing of application (2019) 
d. Colorado 811 initiated live use of application (2019) 

Was the change successful? 
Yes 

Were there benefits or gains in productivity or efficiency? 

• Productivity Gain: Data entry times reduced for excavators 
The productivity gain was not measured 

• Productivity Gain: Colorado 811 does not utilize contact center agents to process an iDig 
notification request. Handling time was reduced up to 90 seconds per online notification request. 

70% of notification requests are single-address excavations. 7% of all online notification 
requests utilize the iDig application. There is significant room for expanded utilization. 

• Efficiency Gain: Use of iDig eliminated 1.3 agents/day from Online agent pool. This occurred after 
July Aug 2019. This efficiency will improve as more users migrate from Ticket Express to iDig. 

Future actions 

• Continued excavator outreach to encourage additional use of iDig 

Cost of implementation 

• Modifications to Ticket System, iDig integration, 2019 $ 5,220. 
• SW Development – Prostar. iDig application development, 2019 $ 75,000.  
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Action Item 6: Improved reporting of operating statistics on website 
Describe old process 

Prior to 2020, contact center operating statistics were provided verbally, in the Colorado 811 quarterly 
newsletter, or in the Colorado 811 Annual Report. Some statistics are collected and available monthly 
in a spreadsheet to internal staff. 

Describe the reason a change was/is needed 
This change was initiated internally by Colorado 811. 

The operating statistics lacked a consistent reporting format and were not available to stakeholders 
on a frequent and in a timely manner. 

Describe process to implement change 
a. Colorado 811 met to discuss relevant stats to report and to identify the audience (2019) 
b. Colorado 811 met to establish guidelines for content, frequency, format and media (2019) 
c. Colorado 811 met to design requirements of web application (2019) 
d. Business Analyst prepared Smartsheet© reports for linking to Colorado 811 web site (2019) 
e. Web page brought online for daily reporting of operating statistics (2019) 

Was the change successful? 
Yes 

Were there benefits or gains in productivity or efficiency? 

• Benefit: Operating statistics collected and reported on the internet in a consistent manner on a 
daily timeframe and available to stakeholders 

• Benefit: Colorado 811 staff have nearly eliminated the time they spend providing data to 
stakeholders 

Future actions 

• None 

Cost of implementation 

• None – Utilized existing staff 
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Action Item 7: Developed a request tracking/reporting system for Member Relations 
Describe old process 

The Colorado 811 Member Relations Department has four specialists who maintain the member 
(owners/operators) company, contact and facility information. They also handle the Tier-Two 
member conversions to Tier-One Member status. Prior to 2019, when members requested updates 
and other services via phone or email, the requests were handled in a first-in/first-out manner. 
Information about the types of requests, current status, processing times, etc., was not recorded nor 
tracked. 

Describe the reason a change was/is needed 
This change was initiated internally by Colorado 811. 

While this method worked for years, as the number of members grew and services increased, it was 
difficult for management to gauge resource requirements and assess productivity levels. 

In 2019 Member Relations began recording and tracking the member requests and analyzing the data 
with the goal of increasing staff productivity and improving overall department effectiveness. 

Describe process to implement change 
a. Member Relations met to discuss and identify relevant information to track (2018) 
b. Member Relations designed a Smartsheet© intake log to track member requests (2019) 
c. Business Analyst developed the Smartsheet© request intake log (2019) 
d. Member Relations implemented use of the request log (2019) 
e. Member Relations analyzed data from the request log (2020) 

Was the change successful? 
Yes 

Were there benefits or gains in productivity or efficiency? 

• Benefit: Member requests are effectively tracked and completed on time 
• Benefit: Member Relations has assessed and improved many internal processes 

Future actions 

• The program will be modified based upon an assessment of initial success improving staff 
productivity and completing member requests on time 

Cost of implementation 

• None – Utilized existing staff 
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Action Item 8: Improved information on a member transmission 
Describe old process 

The Colorado 811 contact center agents (or the internet ticket application) collect a specified set of 
information on every notification request from an excavator. Most of this information is included on 
an electronic notification to the owners/operators with underground facility located within the 
excavation site. Some information, such as the excavator mailing address, a map image of the 
excavation site, and direct access to the Positive Response System, was not included on the member 
transmission. 

Describe the reason a change was/is needed 
This change was initiated internally by Colorado 811 and by stakeholder requests. 

The member transmission information content was static for many years. With the adoption of newer 
ticket processing and mapping technologies members began asking for the new information 
associated with a notification request. The transmission now includes all excavator contact 
information, a direct link to an image of the excavation site, and a direct link to the Positive Response 
System without a need for the member to login. 

Describe process to implement change 
a. Colorado 811 met to discuss and identify relevant information to include (2018) 
b. Colorado 811 engaged the Ticket System vendor to implement the transmission changes (2018) 
c. Colorado 811 activated the new transmission format (2019) 

Was the change successful? 
Yes 

Were there benefits or gains in productivity or efficiency? 

• Benefit: Owners/operators have access to additional information about a ticket and can view a 
map of the excavation site 

• Benefit: Owners/operators and excavators have increased use of the Positive Response System 
• Productivity Gain: Owners/operators saved a small amount of time accessing the Positive 

Response System 
 The productivity gain was not measured 

Future actions 

• None 

Cost of implementation 

• Modifications to Ticket System, Add transmission information, 2019 $ 5,220. 
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Action Item 9: Adoption of Quality Management System (QMS) ISO 9001:2015 
Describe old process 

Colorado 811 had documented many processes over the years, but many other processes were passed 
down via word-of-mouth. There was no formal method of updating and tracking processes or ensuring 
the process or procedure was followed consistently by all staff. Beyond financial auditing, there were 
no internal audits of the departments. 

Describe the reason a change was/is needed 
This change was initiated internally by Colorado 811. 

The ISO 9001:2015 QMS certification (ISO QMS) is an international standard that specifies the 
requirements for a quality management system and is recognized in business circles worldwide. 
Organizations use the standard to demonstrate the ability to consistently provide products and 
services that meet customer and regulatory requirements. The effort was undertaken to improve 
communications, provide consistent documentation, and improve policies, processes, and 
procedures. The QMS provides Colorado 811 a method of ensuring processes and procedures are 
documented and consistently followed by all staff. The successful implementation of the project 
demonstrates a commitment to following a QMS and ensuring continual improvement. 

Describe process to implement change 
a. An outside consultant was hired and assisted Colorado 811 with preparing documentation needed 

for ISO QMS certification (2018) 
b. Colorado 811 received training from an authorized QMS vendor to administer internal auditing of 

the QMS (2018) 
c. Colorado 811 received a full ISO QMS audit from an authorized auditor (2018) 
d. Colorado 811 awarded full ISO QMS certification in December 2018 
e. Colorado 811 received a follow up surveillance audit in 2019 with no non-conformities (2019) 

Was the change successful? 
Yes, The ISO QMS certification was awarded in December 2018 and continues to be followed, updated 
and audited 

Were there benefits or gains in productivity or efficiency? 

• Benefit: Improved management of processes and procedures and provides for continued 
improvement 

Future actions 

• Continue to adhere to QMS practices, continue process improvements, regular ISO audits 

Cost of implementation 

• Consulting Services – BEC. ISO QMS, 2018 $ 15,900. 
• Consulting Services – BEC. ISO QMS, 2019 $ 6,638. 
• Consulting Services – BEC. Policy Tech consulting, 2019 $ 1,000. 
• Training – BSI. Internal auditor training, 2019 $ 13,463. 
• Software – Policy Tech. Policy management, 2019 $ 9,587.  
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Action Item 10: Defined a stakeholder incident analysis and tracking process 
Describe old process 

The Colorado 811 Damage Prevention Department has five liaisons assigned geographic areas of the 
state who meet with stakeholders to provide public safety and damage prevention awareness as well 
as deliver stakeholder education and training programs. Specific facility damage incidents have never 
been thoroughly analyzed nor tracked by the liaisons. Facility damages are phoned in 7x24 to Colorado 
811 by excavators in real time after they occur. As required under the Law since 2004, facility 
owners/operators have reported limited damage incident information to the CGA Damage 
Information Reporting Tool (DIRT). Colorado 811 then publishes an annual statistical summary of DIRT 
information. 

Describe the reason a change was/is needed 
This change was initiated internally by Colorado 811. 

The number of facility damage incidents decreased sharply from 2003 through 2017, primarily due to 
stakeholder damage prevention efforts. However, in 2018 and 2019, there was a marked increase in 
damage incidents, particularly in the natural gas and pipeline industries. The large cyclical increase in 
excavation activity and notification requests since 2009 has resulted in excavation companies hiring 
new, often inexperienced, staff in Colorado. Many of these new hires may not be familiar with the 
damage prevention requirements in Colorado. Colorado 811 recognized the need to improve damage 
prevention awareness and stakeholder training to impact the number of damage incidents. Not all 
excavators comply with the Law and many don’t follow best practices. 

Describe process to implement change 
a. Colorado 811 Damage Prevention Department studied the DIRT damage data to determine the 

root causes of damages and to identify excavators that tend to have higher incident rates (2019) 
b. Colorado 811 Damage Prevention Department will meet with large facility owners/operators to 

better understand how they track and work with excavators to mitigate damages (2020) 
c. Colorado 811 Damage Prevention Department will develop a new program and partner with 

facility owners/operators to encourage use of best practices, deliver damage prevention 
education and stakeholder training, and track the progress of reducing damages with targeted 
excavators (2020) 

Was the change successful? 
The new program will begin in 2020 

Were there benefits or gains in productivity or efficiency? 

• Benefit: If successful, the program should increase damage prevention awareness and 
stakeholder compliance with the Law and should lead to a reduction in facility damages 

Future actions 

• The program will be modified based upon assessment of initial success in adopting best practices, 
improving stakeholder compliance, increasing awareness and reducing damages 

Cost of implementation 

• None – Utilized existing staff   
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Action Item 11: Streamlined UDPSC data request process 
Describe old process 

The process did not exist prior to 2019 and the 2018 Law Update. The initial process used involved 
the Department of Labor (DOL) emailing Colorado 811 with requests for incident data by the UDPSC. 
Colorado 811 staff would enter action items in a Smartsheet©, research the ticket database and 
attach documents to the Smartsheet© action item. Colorado 811 would then email the findings and 
documents to the UDPSC. 

Describe the reason a change was/is needed 
This change was initiated internally by Colorado 811. 

An improved process was needed to remove duplication of data responses and provide timely 
responses to data requests by the new UDPSC. The new process provided direct access by the DOL to 
enter the action item into Smartsheet©. Colorado 811 would then research and attach the 
documents. Smartsheet© would then automatically notify the DOL of the update through email. The 
DOL could then directly review and download the documents. 

Describe process to implement change 
a. Colorado 811 implemented initial process (2019) 
b. Colorado 811 reviewed the old process and designed changes to the process (2019) 
c. Colorado 811 implemented better logic into the Smartsheet© (2019) 

Was the change successful? 
Yes 

Were there benefits or gains in productivity or efficiency? 

• Benefit: Less time spent by Colorado 811 and DOL staff entering and retrieving action items 

Future actions 

• None 

Cost of implementation 

• SW Development – Gonzales. Apollo data retrieval system for UDPSC, 2019 $ 18,750. 
• SW Development – Hagberg. Apollo data retrieval system for UDPSC, 2019 $ 18,750. 
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Action Item 12: Eliminated unneeded ticket updates due to poor quality guidelines 
Describe old process 

When quality assurance (QA) staff identified errors on submitted notification requests from 
excavators, the tickets would have to be updated or cancelled. This action sometimes required that a 
new notification be sent to the owners/operators on the ticket. Owners/operators are charged for 
these updated transmissions. 

Describe the reason a change was/is needed 
This change was initiated internally by Colorado 811. 

The process for identifying an error on a ticket was subjective due to the data entry format and writing 
style of Colorado 811 staff. This was also due to inconsistent staff training and coaching procedures. 

Describe process to implement change 
a. Colorado 811 researched and identified the QA issues on tickets (2019) 
b. Colorado 811 implemented new guidelines for data entry and QA (2019) 
c. Colorado 811 implemented improved training and coaching procedures (2019) 

Was the change successful? 
Yes 

Were there benefits or gains in productivity or efficiency? 

• Benefit: Consistent staff training and coaching and improved data entry and QA procedures 
• Benefit: Reduced QA issues on notification requests 
• Benefit: Reduced transmissions to operators/owners due to data entry and QA issues 

Future actions 

• Ongoing monitoring of QA and staff training and coaching procedures 

Cost of implementation 

• None – Utilized existing staff 
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Action Item 13: Reduced mapping errors in rural areas with no address 
Describe old process 

Notification requests submitted by excavators without an address in rural areas were not reviewed 
by quality assurance staff. 

Describe the reason a change was/is needed 
This change was initiated internally by Colorado 811. 

There was occasional damage to underground facility in rural areas without an address due to 
mapping errors. Colorado implemented a real-time process to identify notification requests in a rural 
area without an address. The tickets now undergo a QA and approval process to ensure the mapping 
is correct before the notifications are released to owners/operators. 

Describe process to implement change 
a. Colorado 811 identified a problem on tickets in rural areas that did not have an address (2018) 
b. Colorado 811 defined a new QA process for real-time identification of tickets in rural areas (2019) 

Was the change successful? 
Yes 

Were there benefits or gains in productivity or efficiency? 

• Benefit: Improved QA process for rural notification requests 
• Benefit: Reduced facility damages due to mapping errors in rural areas. 

These benefits were not measured 

Future actions 

• Ongoing review of mapping procedures in rural areas 

Cost of implementation 

• None – Utilized existing staff 
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Action Item 14: Reallocated contact center personnel to reduce hold times 
Describe old process 

Colorado 811 implemented Web Ticket Entry, a web-based submission of notification requests for 
professional excavators starting in 2003. By 2008, around 30% of notifications were submitted using 
this internet submission method. In 2015, Colorado 811 implemented Ticket Express, a web-based 
submission of notification requests for single-address dig sites for both excavators and homeowners. 
By 2019, over 70% of notifications were submitted using both internet-based submission methods, 
leaving 30% of notifications called-in via 811. Staff resources had been shifted to process and quality-
assured the internet-based submission methods as the preferred submission method by excavators. 

Describe the reason a change was/is needed 
This change was initiated internally by Colorado 811 and because of stakeholder complaints. 

Excavators using 811 to call in a locate notification were experiencing lengthy hold times. Hold times 
averaged (monthly) 14.5 minutes between April and August 2019. A small share of hold times 
exceeded 60 minutes. 

Describe process to implement change 
a. Colorado 811 used workforce management tools to better allocate personnel based on skillset 

and call volume (2019) 

Was the change successful? 
Yes 

Were there benefits or gains in productivity or efficiency? 

• Benefit: Reduced hold times for excavators 
Average hold times after August 2019 quickly dropped to 1.7 minutes with no calls longer than 25 
minutes. 

Future actions 

• Continue monitoring call performance and allocate resources as needed 

Cost of implementation 

• None – Utilized existing staff 
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Action Item 15: Stabilized contact center personnel turnover ratio 
Describe old process 

In past years Colorado 811 has utilized staffing agencies to recruit contact center staff. Training for 
call processing and quality assurance personnel was developed and conducted by internal training 
staff. 

Describe the reason a change was/is needed 
This change was initiated internally by Colorado 811. 

Personnel turnover in the contact center was 122% in 2018. This level of turnover created excessive 
training and coaching costs and reduced service level to excavators. Additionally, the workers 
provided by the staffing agencies had lower skill quality than needed by Colorado 811. 

Describe process to implement change 
a. Colorado 811 implemented an internal recruitment and hiring process (2019) 
b. Colorado 811 improved supervisory, training and coaching methods (2019) 
c. Colorado 811 increased starting wage to attract workers with better skill sets (2019) 

Was the change successful? 
Yes 

Were there benefits or gains in productivity or efficiency? 

• Productivity Gain: Colorado 811 reduced contact center turnover ratio to 64% in 2019 
• Benefit: Colorado 811 improved supervisory, training and coaching methods 
• Benefit: Excavators received higher service quality 

Future actions 

• Monitor competitive salaries annually 
• Continue monitoring personnel turnover 
• Continue improving supervisory, training and coaching methods 

Cost of implementation 

• Wage cost, Colorado 811. Wages increased for contact center staff, 2019 $ 500,000. 
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Action Item 16: Improved internal communication methods 
Describe old process 

In past years Colorado 811 utilized email and memos for non-verbal internal communications on 
conversations, projects and workflows. 

Describe the reason a change was/is needed 
This change was initiated internally by Colorado 811. 

Emails and memos required multiple multi-party replies and often had multiple conversation strings 
that were not stored together in a single conversation thread. Staff spent considerable time 
researching conversations and shared information. The gaps in internal communications led to 
inconsistent and inefficient sharing of information. 

Describe process to implement change 
a. Colorado 811 researched internal communication applications (2018) 
b. Colorado 811 implemented Glip, an internal SMS instant messaging application with efficient 

retrieval of threaded conversations (2018) 

Was the change successful? 
Yes 

Were there benefits or gains in productivity or efficiency? 

• Benefit: Colorado 811 streamlined internal communications and sharing of information 

Future actions 

• None 

Cost of implementation 

• None – Utilized existing staff 
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Action Item 17: Technological advances adopted to improve efficiencies 
Identify Technology-#1 

Darktrace security appliance and cloud software 

Year Implemented 
2019 

Describe Benefit 

• Benefit: Software provided Colorado 811 deep visibility into network traffic allowing I.T. to 
identify and respond to threats cyber quickly and proactively.  

• Benefit: Darktrace Support 24x7 active threat monitoring and contacts IT staff if something odd is 
detected on our network. 

Cost of Implementation 

• Cyber security service – Darktrace. Three-year service term $ 66,000. 
 

 

Identify Technology-#2 
Host monitoring and system failover services 

Year Implemented 
2019 

Describe Benefit 

• Benefit: Colorado customer-facing internet applications are configured to fail over to the 
redundant Virginia I.T. site in the event of a network circuit or host system outage. The Virginia 
site will failover to the Colorado site in the event of a network outage in Virginia. 

• Benefit: Ticket processing can continue during network outages 

Cost of Implementation 

• Miscellaneous Costs $ 1,000. 
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Addendum-A  2018 Colorado 811 Tier-Two membership conversion survey 

 
 

  



 

March 01, 2020 Colorado 811 Report to Colorado State Legislature  P a g e  | 25 

 

 

  



 

March 01, 2020 Colorado 811 Report to Colorado State Legislature  P a g e  | 26 

 

 



 

March 01, 2020 Colorado 811 Report to Colorado State Legislature  P a g e  | 27 

 

 

  



 

March 01, 2020 Colorado 811 Report to Colorado State Legislature  P a g e  | 28 

 

 

  



 

March 01, 2020 Colorado 811 Report to Colorado State Legislature  P a g e  | 29 

 

 

 

  



 

March 01, 2020 Colorado 811 Report to Colorado State Legislature  P a g e  | 30 

  



 

March 01, 2020 Colorado 811 Report to Colorado State Legislature  P a g e  | 31 

Addendum-B  2019 Colorado 811 membership general survey 
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