2020 GOVERNANCE
CONFERENCE

AGRIiP

2/28/2020

IMPROVING
MEMBER SERVICES
WITH A MODERN

CORE SYSTEM

Presen ted by Chad Noland
& Kevin Sesock




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

Kevin Sesock

+ClO at OMAG

*20 years in IT, 17 in Government
Tech.

*Expertise in Cybersecurity,
Enterprise Architecture,
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OKLAHOMA’S PREMIER PUBLIC ENTITY RISK POOL
OVER 500 MUNICIPALITIES

PROPERTY & CASUALTY, BROKERED BUSINESS
42 STAFF
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OMAG TECH. SERVICES 5 YEAR EVOLUTION

' & sl Growth
Tech Team °® PC Refres towards

®
Changes REVEN J engagement

New leadership and unnecessary project,

strategic vision for first refresh in 5+ Replace Video
Technology years @ broken OMAG Conferencing/
AGRiP AL S website Engagement
Implementation Sl (i New initiative to
Ends server to add video studio,
Switch to Production Squarespace, enhance training,
Support — Cost Mailchimp, and etc.

overrun Eventbrite

Hired video and
web producer

Member
Engagement
of IT Begins
Portal, training,
video, and
graphical revamp

@ Coeur
d’Alene

FPOV & OMAG first
introduction

an Q3 mm Q4 s Q] mm Q2 =mm Q3 = Q4 mw Q1 Q2 Q3 Q4

First Cloud l Map Systems/ l Network First Cloud l
Replacement ; Audit cleanup/ Replacement
Email system fails, D|a9ram 20+ years upgrade Email system fails,
emergency of IT investments Replacement of emergency -
migration to 0365 and workarounds 12+ years worth of migration to 0365 i A0key
cities to train on

el S ° AddH?Sigiggﬁz technology debt Portal ® new. Pilot
Planning Network Analyst Member ® Development
Recommended Portal POC Begins
system gonsolldat!on Initial forays Recommended
and digital plumbing into member system consolidation
cleanup cnooooon el i

Policy Portal
Pilot -
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OMAG TECH. SERVICES 5 YEAR EVOLUTION

2018:
TECH. SERVICES

PIVOTS TOWARDS
MEMBER
ENGAGEMENT




OMAG TECH. SERVICES 5 YEAR EVOLUTION

RMIS Cloud
Migration &
Upgrade

Cloud Infrastructure,
Parity with Versions,
Massive Upgrade
with Regression

demos

Portal Phase Il
Email notifications,
claims data, and
improved schedules

RFP Phase 0
Market Research,
testing RFI/RFP decision,
Reach out to 15
vendors, short

RFP Phase |

8 responses, Sub-
Committee
selects 5 for on-
site evaluations.

RFP On-Site

Evals

22+ staff conduct
full-day scripted
evaluations of 5
vendors

IT Department
Growth
Doubled Size of
Team — BA, PM,
and Cloud Arch.

Award
Contract and
Plan
High-Level
Planning

Ql mm Q2 mm Q3 mm Q4 wwmmmmm Q1 m Q2 »m Q3 Q4

Process l On-Premises
Mapping Server
Pain of Upgrade Decomm.
causes initiative for OMAG 100% in the
process mapping to Cloud
start REP
Paperless ®  Formal RFP with
REREWELS 11 vendors
Leveraging the
Portal

I

RFP Phase Il
5 Vendors
winnowed to 3,
CBA begins

RFP Board
Presentations
Final option
proposed to
Board

Origami Initial |

Development @
CRM, High-Level
Planning, and Data
Migration

Origami Detailed g
Planning
Detailed Planning
Process for Claims,
Underwriting, and
Schedule

Underwriting
® Development
Origami Policy
side begins

Strategic IT
Planning for
Members
Portal, Site Visits,
and Cybersecurity

Ql Q2

Claims

. : [ J
Origami Go-
Live
First Go-Live in
Origami
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New Technology typically Changes Processes

Business Capability: Pay Employees
'

i mI:ID

Barter  Coins Paper  Banks Checks EFT Mobile
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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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Vendors OMAG Participants

Short
& RFP Scoring

Market Research

RFP Responses

RMIS Committee + TSSC
RMIS Committee + Department Scoring Teams + TriCorps Technologies

RMIS Committee + TSSC + OMAG Board of Trustees + TriCorps Technologies
rnemee s m

Full Demos &
Scoring

Cost of
Owanership
Analysis
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Question:

How do you improve the productivity of your workforce
with modern tools and more efficient processes?

i

i

=]

v

—
-

S. Administrator/Configuration/Security

6. Dashboards— Interactive

7. Loss Prevention {Have not completed interviews)
& Member Information

9. Mobile app avadability/Member Portal

10. Reporting

Totals l[sil o4 271 5 | 1 s6f i 97
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IT AS ASTRATEGY

Operational Tactical Strategic \

Inward Supportive External

Reactive Proactive Predictive

Brittle Efficient

11
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Question:
How do you measure the Productivity of

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

13
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Tiered Product/Service Delivery

Tier O Tier 1 Tier 2 Tier 3

Member staff uses Call, fax, email with
self service Underwriting, Escalate to Sr. Staff Escalate to Manager

transaction Finance, Claims

- 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.

14
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Tiered Product/Service Delivery

Tier O Tier 1 Tier 2 Tier 3

Member staff uses
self service Call, fax, email with
transaction for Claim Underwriting/Claims
Filing/Endorsement

Escalate to Sr. Staff Escalate to Manager

- 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

15
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Tiered Product/Service Delivery

Tier O Tier 1 Tier 2 Tier 3

Member staff uses
self service Call, fax, email with
transaction for Claim Underwriting/Claims

Escalate to Sr. Staff Escalate to Manager

Filing/Endorsement

- 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

16



2/28/2020

Resource Process
Utilization Throughput

Enterprise Connected Processes

S HALOA

Managers Department Process

Individual Task or Step
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How efficient are How effective are

Staff
you at each level? you at each level?
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Resource Process
Utilization Throughput

Enterprise

Do you understand the complexity of
interactions at your organization?

18
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Do you understand the complexity of
interactions at your organization?

1

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?

19
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How to Capture Resource Process
Complexity Utilization Throughput

—< Connected Processes

Waste Walk } }
Identify Issues, Risks, /I\ /i\
& Opportunities
H Individual —< Task or Step

Inventory & Prioritize
Processes

Interview Process
Owners

Map Processes

Agree as a Team for
Short Term vs. Long
Term Solutions

20
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Risks of Not Seeing the Truth

If you skip this: You will not:

Find the biggest opportunities and avoid wasting employee time
eF i igg pportuniti void wasting employee ti
Interview Process
Hear h rs reall technol r foll r
0 . ear how users really use technology or follow processes

e

0 v

0 o
s
Short Term-vs-—tong
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Current state Technology
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Cost of Ownership Analysis

Value Summary

Member Web Portal i onfiguration Integration & Attachment
Included Capabilities

+ Email Correspondence

REDIRECTION OF TIME AND EFFORT TO
IMPROVE SERVICES TO OUR MEMBERS

23



2/28/2020

Comparing Feature Releases of Legacy vs. Cloud First Software

* Market
- Demand)

Vendor 1 - On Premise Vendor 2 - Cloud First
every 3 years every 6 weeks

Time

24



2/28/2020

On Premise - Customer Utilizes Features Years after Design

i On Premise
(every 3 years)

| | | | I I | >
I I I I U | LU
2014 2015 2016 2017 2018 2019 2020 2021 2022
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NEARLY IMPOSSIBLE TO KEEP UP WITH CLOUD

i Vendor 1

___________________________________ Legacy
(every 3 years)
||||||||||||||||||||||||||||||||>
ULV LU U L U U UL
2014 2015 2016 2017 2018 2019 2020 2021 2022
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3 WAYS TO BUDGET FOR TECHNOLOGY

Option 1
Initial project with
20% maintenance

Option 2
IT “-As-A-Service”

—1 & & 1 8 8 1

]

/ +—— Investment
7\

Sy ] 1| =

Option 3
Launch it
and Leave it

27
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Service Amplification

e Expand reach
e New product/service rollout

Increase Service e Customer nurturing/retention
e Self-Serve services

Lower Operating Costs
e Process re-engineering
e Automation
e Qutsource or rent

28
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Cost of Ownership Analysis

- $470,000 $470,000 $470,000 $470,000 $470,000
5-Year Projection

$2,350,000

v

5-Year Projection $1,193,609 $923,055 $385,500 $385,500 $385,500

$3,273,164

o SXXXXXXX EXXXXXXX FXXXXXXX SXXXXXXX FXXXXXXX
5-Year Projection

SXXXXXXX

$YYYYYYY $YYYYYYY $YYYYYYY $YYYYYYY SYYYYYYY

5-Year Projection
gYYYyyry
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Cost of Ownership Analysis *Several factors could
change the amounts in the
future: change in DWP,
system enhancements or

S-Year Projection integrations, etc.

$3,273,164

$1,193,609 $923,055 $385,500 $385,500 $385,500
Testing Testing Testing Testing Testing
Environment EERCl Environment EERCl Environment BESCLY Environment BESCLY Environment EERCl
Origami Origami Origami Origami Origami
License/Data $350,500 License/Data $350,500 License/Data $350,500 License/Data $350,500 License/Data $350,500
Implementation Implementation
(2/3) + Travel + $541,109 (1/3) + Travel + $270,555

10%
Contingency

10%
Contingency

*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.

DXC
Concurrent

DXC

267,000
$ Concurrent

$267,000

30
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Risks to pools

of not embracing

modem platforms
and member
needs

31
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FEADERSHIPANDATEIVIANAGEMENIFOERISK

Strategic
Business

NES
(Innovation & Market
Leadership)

Operational
Risks

Legal and
Compliance Risks
Financial
Reporting
NES

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

juads awi |
diysiapea  pieog

Likelihood of Occurrence
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Call or Email with Questions

-
-

N

Chad Noland Kevin Sesock

405.888.3736 405.657.1400
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