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BWC Building Blocks 

o Improving the customer experience 

• Taking care of Ohio’s workers 

o Creating a high-performance workforce 

• Nimble and Agile 

o Leveraging data to drive decision making 

o Maintaining strong, stable finances 

o Promoting an innovative, engaging and 

inclusive culture 

• Diversity & Inclusion 
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World Class 

What are the customer’s expectations of us? 
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BWC 
receives 
payment 

Policy 
Transaction 
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Doug Smith 
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BWC Invoicing:  

330,000 accounts 

 

1.6 million invoices mailed in 12 months 

 

Each piece costs approximately $0.50 

 



SIMPLER.  FASTER.  BETTER.  LESS COSTLY. lean.ohio.gov 

BWC Invoicing: 
Employers default to pay bi-monthly (6 pay) 

• Monthly (12 pay)= 4% 

• Bi-monthly (6 pay)= 60% 

• Quarterly (4 pay) 

• Semi-annually (2 pay) 

• Annually (1 pay)= 20%, mostly 

minimum pay 
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What we know: Lapses 

o  Lapse is processed on day 16 of non 

 payment 

 

o Starting July 1, 2015 

• Within 60 days: 16,000 lapses 

• 83% reinstated within two months 
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2015-2016 lapses 

 Every 60 days, there is a large spike in 

lapses (thousands)  
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What we know: Emails 

• Employer Services Division has 

183,000 unused employer email 

addresses 
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What we know: Emails 

o 96% employers would like to 

receive email notifications 

o Approximately 60% of employers 

would prefer all electronic 

correspondence (opt-in) 
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What we know:  

Contact Center Calls 

• 1,800 invoice calls monthly 

• Of those, 88% ask how much 

do I owe and when is it due? 
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Current State 

47 Steps 
8 Decision Points 
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What we know:  

Contact Center Calls 

• 1,800 invoice calls monthly 

• 50% How much do I owe? 

• 38% When is due date? 

• 6% Why so much? 

• 5% Duplicate/multiple invoices 
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What we know:  

Contact Center Calls 

• 1,800 invoice calls monthly 

• Of those, 88% ask how much 

do I owe and when is it due? 
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 Confusing invoice structure 

 Overlapping invoices 

 Unused email addresses (currently 

183,000) 

 

Customer Focused 
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Current Annual Cost 
Applied to Invoicing 

• Invoices $800,000 

• Contact Center Staff $216,000 

• Support Staff $732,000 

 

Total Cost: $1,748,000 
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Current Invoicing Plan 
Strip Date 
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Current Timeline 
June Invoice 

July Invoice 

August Invoice 

September Invoice 
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Future Timeline 
June Invoice 

July Invoice 

August Invoice 

September Invoice 
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Recommendations 
o Require email on all accounts 

o Develop/approve digital invoicing 

o Develop push notification system 

o Roll out future date payments 

o Create rule for SI grace period increase 

o Create rule SI must pay online 

o Change strip date to the due date 

o Service office training – receiving money 

o Create new invoice format 
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Revise Invoice Format = Reduce Confusion 
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Future Annual Cost 

 

Total Potential Value and Savings:  

$1,239,000 

 

70% savings 
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Action Plan 
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Thank You 

Administrator Sarah Morrison 

Kevin Abrams, Chief Operating Officer 

Barb Ingram, Chief Financial Officer 

Kim Kline, Chief of Strategic Direction 

LeanOhio Team 
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Questions? 


