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IMPROVING 

MEMBER SERVICES 

WITH A MODERN 

CORE SYSTEM 

Presented by Chad Noland 

& Kevin Sesock
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Kevin Sesock

•CIO at OMAG

•20 years in IT, 17 in Government 

Tech.

•Expertise in Cybersecurity, 

Enterprise Architecture,

Chad Noland

•SVP of Business Strategy at FPOV

•20 years as a BA, PM, & EA

•MBA Strategic Management

•Expertise in Insurance: P&C, L&A,  

MGA/MGU, Risk Pools, &  Oil & Gas
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• Oklahoma’s Premier Public Entity Risk Pool

• Over 500 municipalities

• Property & Casualty, Brokered Business

• 42 Staff
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Q3

AGRiP

@ Coeur 

d’Alene
FPOV & OMAG first 

introduction

Tech Team 

Changes
New leadership and 

strategic vision for 

Technology

Q2

Map Systems/ 

Audit
Diagram 20+ years 

of IT investments 

and workarounds

Add Resources
Hire additional 

Network Analyst

OMAG TECH. SERVICES 5 YEAR EVOLUTION

Q4

Network 

cleanup/ 

upgrade
Replacement of 

12+ years worth of 

technology debt

Member 

Portal POC
Initial forays 

into member 

engagement

Q3

Replace 

broken OMAG 

website
Switch from 

server to 

Squarespace, 

Mailchimp, and 

Eventbrite

Q4

High Beam 

Planning
Recommended 

system consolidation 

and digital plumbing 

cleanup

First Cloud 

Replacement
Email system fails, 

emergency 

migration to O365

Q3

Member 

Engagement 

of IT Begins
Portal, training, 

video, and 

graphical revamp

Growth 

towards 

engagement
Hired video and 

web producer

Q2

Portal 

Development 

Begins
Recommended 

system consolidation 

and digital plumbing 

First Cloud 

Replacement
Email system fails, 

emergency 

migration to O365

Q4

Policy Portal 

Pilot
Visited 10 key 

cities to train on 

new Pilot

Q1

Video 

Conferencing/ 

Engagement
New initiative to 

add video studio, 

enhance training, 

etc.

Q1

RMIS System 

Implementation 

Ends
Switch to Production 

Support – Cost 

overrun

PC Refresh
Revamp of 

unnecessary project, 

first refresh in 5+ 

years
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2018:

TECH. SERVICES 

PIVOTS TOWARDS 

MEMBER 

ENGAGEMENT

OMAG TECH. SERVICES 5 YEAR EVOLUTION



2/28/2020

6

Q1

RMIS Cloud 

Migration & 

Upgrade
Cloud Infrastructure, 

Parity with Versions, 

Massive Upgrade 

with Regression 

testing

Q4

On-Premises 

Server 

Decomm.
OMAG 100% in the 

Cloud

RFP
Formal RFP with 

11 vendors

OMAG TECH. SERVICES 5 YEAR EVOLUTION

Q2

RFP Phase II
5 Vendors 

winnowed to 3, 

CBA begins

RFP Board 

Presentations
Final option 

proposed to 

Board

Q2

Paperless 

Renewals
Leveraging the 

Portal

Process 

Mapping
Pain of Upgrade 

causes initiative for 

process mapping to 

start

Q1

Strategic IT 

Planning for 

Members
Portal, Site Visits, 

and Cybersecurity

Underwriting 

Development
Origami Policy 

side begins

Q4

Origami Detailed 

Planning
Detailed Planning 

Process for Claims, 

Underwriting, and 

Schedule

Origami Initial 

Development
CRM, High-Level 

Planning, and Data 

Migration

Q2

Claims 

Origami Go-

Live
First Go-Live in 

Origami

Q3

RFP Phase 0
Market Research, 

RFI/RFP decision, 

Reach out to 15 

vendors, short 

demos

Portal Phase II
Email notifications, 

claims data, and 

improved schedules

Q1

RFP On-Site 

Evals
22+ staff conduct 

full-day scripted 

evaluations of 5 

vendors

RFP Phase I
8 responses, Sub-

Committee  

selects 5 for on-

site evaluations.

Q3

Award 

Contract and 

Plan
High-Level 

Planning 

IT Department 

Growth
Doubled Size of 

Team – BA, PM, 

and Cloud Arch.
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New Technology typically Changes Processes   

Barter Coins Paper Banks Checks EFT Mobile

Business Capability:  Pay Employees

How did the process change with each new wave?

With each new wave of digital systems, your processes 

should change to optimize employee productivity
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www.omag.org

WEIGHTING

SYSTEM FUNCTIONALITY 
(Features/Scenarios)

45% TECHNOLOGY 15%

UW 30% Security 20%

Claims 25% Configurability 15%

Insured Portal 15% Maintainability 10%

Billing/Accounts Receivable 15% Flexibility 10%

Reporting/Analytics 10% Compatibility 10%

CRM 3% Product/Release Management 20%

Loss Control 2% Architecture/Technology Stack 15%

IMPLEMENTATION 12.5% CULTURE 12.5%

Timeline 50% Support Relationship 60%

Methodology 25% Reference Checks 30%

Training 25%
User Conference/Support 
Groups

5%

PRICE 15% Financial Health 5%

Annual Run Rate 50%

Implementation Cost 50%

Full Demos & Scoring
Scoring

0 Does Not Meet

1 Partially Meets

2 Fully Meets

3 Exceeds

21 OMAG employees sat through five full-day demos of software.

Each participant scored the software’s functionality through the demonstration of 
more than 300 demonstration points provided by OMAG.

Scores were averaged and weighted in each department.
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www.omag.org

Vendors OMAG Participants

Market Research

Short 
Demonstrations 
& RFP Scoring

Full Demos & 
Scoring

17

11

5

6
RMIS Committee

21
RMIS Committee + Department Scoring Teams + TriCorps Technologies

19
RMIS Committee + TSSC + OMAG Board of Trustees + TriCorps Technologies 

Cost of 
Ownership 
Analysis

3

3
Tech. Svcs

RFP Responses 8 11
RMIS Committee + TSSC
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Question:

How do you improve the productivity of your workforce 

with modern tools and more efficient processes? 
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Trust

Capability

Vision

Operational

Inward

Reactive

Brittle

Tactical

Supportive

Proactive

Efficient

Strategic

External

Predictive

Fluid

IT AS A STRATEGY
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CEO, CIO & Exec 

Staff

Managers

Staff

Resource

Utilization

Process 

Throughput

Efficiency Effectiveness

Question:
How do you measure the Productivity of 

your Organization? 
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Tiered Service Delivery 
and 
the 4 Types of Work
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Tiered Product/Service Delivery

Tier 1 Tier 2 Tier 3Tier 0

67%

Member staff uses 

self service 
transaction

Call, fax, email with 

Underwriting, 
Finance, Claims

Escalate to Sr. Staff Escalate to Manager

25% 7% 2%

• Common in banking and financial services 

• eCommerce and the best SaaS design around this model 

• Office365, Salesforce and ServiceNow are good examples
• Why can’t lines of business use this model too?
• The pie charts represent the relative number of service requests or inquiries coming 

through all channels.  They do not represent the relative effort of requests by tier.
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Tiered Product/Service Delivery

Tier 1 Tier 2 Tier 3Tier 0

$2-5X

Member staff uses 

self service 
transaction for Claim 

Filing/Endorsement

Call, fax, email with 

Underwriting/Claims
Escalate to Sr. Staff Escalate to Manager

$3-10X$1XFree

• When tools are lacking, works falls on higher tiers 

• Too much work on higher level tiers is noticed by customers 

• Too much work that should be delegated or automated

• Prevents highest cost resources from working on new capabilities and platforms
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Tiered Product/Service Delivery

Tier 1 Tier 2 Tier 3Tier 0

Free

Member staff uses 

self service 
transaction for Claim 

Filing/Endorsement

Call, fax, email with 

Underwriting/Claims
Escalate to Sr. Staff Escalate to Manager

$1X $2-5X $3-10X

• Connect all customer facing and support platforms  

• Does not mean all work is self-service, the right users will select 

• Integrated model makes each higher tier more efficient

• Higher efficiency for higher tiers comes from offloaded work and semi-automation
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CEO & Exec Staff

Managers

Staff

Resource

Utilization

Process 

Throughput

How efficient are 

you at each level?

How effective are 

you at each level?

Enterprise

Department

Individual

Connected Processes

Process

Task or Step
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CEO & Exec Staff

Managers

Staff

Resource

Utilization

Process 

Throughput

Enterprise

Department

Individual

Connected Processes

Process

Task or Step

Do you understand the complexity of 

interactions at your organization?  



2/28/2020

19

CEO & Exec Staff

Managers

Staff

Do you understand the complexity of 

interactions at your organization?  

Are you improving your profit margin? 

Is Technology working for you or against 

you?  

What old ways of doing business no 

longer make sense?  

What are your most expensive resources 

doing what should be automated?  
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Resource

Utilization

Process 

Throughput

Enterprise

Department

Individual

Connected Processes

Process

Task or Step

How to Capture 

Complexity  

1
Inventory & Prioritize 

Processes

2
Interview Process 

Owners

3 Map Processes

4 Waste Walk

5
Identify Issues, Risks, 

& Opportunities

6 Agree as a Team for 

Short Term vs. Long 

Term Solutions
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Find the biggest opportunities and avoid wasting employee time 

Risks of Not Seeing the Truth  

1
Inventory & Prioritize 

Processes

2
Interview Process 

Owners

3 Map Processes

4 Waste Walk

5
Identify Issues, Risks, 

& Opportunities

6 Agree as a Team for 

Short Term vs. Long 

Term Solutions

Hear how users really use technology or follow processes

See how consistent processes are, gain agreement 

Get business ownership & understanding of processes 

Uncover the right needs for your business 

Determine the right solutions to your problems 

If you skip this: You will not:

1
Inventory & Prioritize 

Processes

2
Interview Process 

Owners

3 Map Processes

4 Waste Walk

5
Identify Issues, Risks, 

& Opportunities

6 Agree as a Team for 

Short Term vs. Long 

Term Solutions
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Current state Technology

Healthcare 

carrier file 

processor

Dental 

carrier file 

processor

Drug benefit 

file 

processor

Rate 

Calculations

Rate 

Matrices

EDI tool

Role Mgmt.

Doc Mgmt. 

connector

Business 

Intelligence

Time 

Reporting

Benefit 

integration

Short Term 

Disability
Life & Long 

Term 

Disability

Bank files

Banking 

integration

Banking 

integration

Wellness 

portal

Health 

screening 

Eligibility

Incentive 

Claims

Health 

carrier files

Pharmacy 

files

Dental carrier 

files

State specific 

retirement 

platform

Wellness 

platform

Accounting 

(GL, AP, AR)

Payment 

Processor

Staff Payroll & 

HR

Core 

Platform
Document 

Mgmt.

CRM

Wellness 

records

Scanning
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www.omag.org

Value Summary

Member Web Portal 
Included

Workflow & Automation 
Capabilities

Advanced Dashboards 
and Analytics

Configuration 
Management

Integration & Attachment 
Capabilities

• Frees IT Resources

• Increases Member 
self help to access 
data and documents

• Quicker Updates

• Paperless

• Better integration 
between systems

• More rapid response 
to members

• “Review and 
Approve”, not “Copy 
and Paste”

• “What If?” Analyses

• Shows results of our 
loss control activities

• Faster, easier 
reporting

• Rating and Form 
changes without 
calling the vendor

• Enhancing coverage 
is quicker, cheaper, 
and easier

• Email Correspondence 
Straight from Platform

• Drag & Drop 
Functionality

• Less rewriting and 
rework = Better Data 
Integrity

• Export Capabilities

REDIRECTION OF TIME AND EFFORT TO 
IMPROVE SERVICES TO OUR MEMBERS

Cost of Ownership Analysis
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Time

Features 

Released 

(that reflect 

Market 

Demand)

Vendor 1 - On Premise

every 3 years

Feature Gap

Comparing Feature Releases of Legacy vs. Cloud First Software

Vendor 2 - Cloud First 

every 6 weeks
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Time

Features 

Released

2014 2015 2016 2017 2018 2019 2020 2021 2022

Vendor 1

On Premise 

(every 3 years)

On Premise - Customer Utilizes Features Years after Design

Current 

Version 

Launched

Next 

Version 

Design 

Locked In

Next 

Version 

Built & 

Tested

Next 

Version 

Launched

VENDOR

CUSTOMER
Regression 

Test Next 

Version

Wait for 

patches 

because 

Customer 

customized 

prior version

Customize 

Next 

Version

Launch Latest 

Version that was 

designed for market 

needs 4+ years prior
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Time

Features 

Released

2014 2015 2016 2017 2018 2019 2020 2021 2022

Vendor 2 

Cloud First

Every 6 weeks

Vendor 1

Legacy 

(every 3 years)

NEARLY IMPOSSIBLE TO KEEP UP WITH CLOUD

Launch the Same 

Features Months 

to Years Faster

Launch the New 

Features Months 

to Years Faster
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Option 1

Initial project with

20% maintenance

Option 2

IT “-As-A-Service”

Option 3

Launch it 

and Leave it

Under

Investment

Penalty

3 WAYS TO BUDGET FOR TECHNOLOGY
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Service Amplification

Lower Operating Costs
• Process re-engineering
• Automation
• Outsource or rent 

Increase Service

• Expand reach
• New product/service rollout
• Customer nurturing/retention
• Self-Serve services
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www.omag.org

Year 1 Year 2 Year 3 Year 4 Year 5

$470,000 $470,000 $470,000 $470,000 $470,000

Cost of Ownership Analysis

Year 1 Year 2 Year 3 Year 4 Year 5

$1,193,609 $923,055 $385,500 $385,500 $385,500

Year 1 Year 2 Year 3 Year 4 Year 5

$XXXXXXX $XXXXXXX $XXXXXXX $XXXXXXX $XXXXXXX

Year 1 Year 2 Year 3 Year 4 Year 5

$YYYYYYY $YYYYYYY $YYYYYYY $YYYYYYY $YYYYYYY

5-Year Projection

$2,350,000

5-Year Projection

$3,273,164

5-Year Projection

$XXXXXXX

5-Year Projection

$YYYYYYY
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www.omag.org

Year 1 Year 2 Year 3 Year 4 Year 5

$1,193,609 $923,055 $385,500 $385,500 $385,500

Cost of Ownership Analysis

Testing 
Environment

$35,000

Origami 
License/Data

$350,500

Implementation 
(2/3) + Travel + 
10% 
Contingency

$541,109

Testing 
Environment

$35,000

Origami 
License/Data

$350,500

Implementation 
(1/3) + Travel + 
10% 
Contingency

$270,555

Testing 
Environment

$35,000

Origami 
License/Data

$350,500

Testing 
Environment

$35,000

Origami 
License/Data

$350,500

Testing 
Environment

$35,000

Origami 
License/Data

$350,500

DXC 
Concurrent

$267,000
DXC 
Concurrent

$267,000

5-Year Projection

$3,273,164

*Cost to run DXC during implementation is 
lower than the DXC run-rate on the previous 
slide. When switching systems, we will not be 
working to enhance DXC, only keep it running. 

*Several factors could 
change the amounts in the 
future: change in DWP, 
system enhancements or 
integrations, etc. 
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Risks to pools 
and associations 
of not embracing 
modern platforms 

and member 
needs

Smaller members switch to savvy startups 

who can quote and onboard new business much 

faster than you

Larger members leave you 

because you cannot prove you mitigate risks better 

than anyone else

Cannot attract or retain talent needed

to speed internal operations, improve relationships, 

and make decisions based in real data 

Likely to make even larger mistakes 

trying to catch up by making even bigger bets
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Strategic
Business

Risks
(Innovation & Market 

Leadership)

Operational

Risks

Legal and 

Compliance Risks

Financial

Reporting

Risks

6%

42%

13%

39%

86%

9%

3%

2%

L
ik

e
li
h

o
o

d
 o

f 
O

c
c
u

rr
e
n

c
e

B
o

a
rd

 &
 L

e
a
d

e
rs

h
ip

 

T
im

e
 S

p
e
n

t

It is very important to invest time mitigating the risks 
that are the most likely to occur!!

LEADERSHIP AND THE MANAGEMENT OF RISK
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Kevin SesockChad Noland

405.888.3736

chad@fpov.com

Call or Email with Questions

405.657.1400

ksesock@omag.org

mailto:chad@fpov.com
mailto:chad@fpov.com

