BWC Invoicing Kaizen

Jim Blazer
Regional Business Development Manager
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BWC Building Block

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 makj
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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Doug Smith

Presently, BWC mails paper invoices to employers. This require a lot of supplies and We have plans to upgrade the system to allow for electronic invoicing. We also have a plan to
postage. The invoicing system also sends overlapping invoices to some employers, collect more employer emails through requiring them and asking them when they call for help. Steps in process ‘
which creates confusion. Additionally, the invoice is difficult to understand. Through identifying waste with the TIM U WOOD tool and using the Pareto Chart to determine Lead Time (in hours or quarter hours)

the reason for the highest gquantity of calls, we analyzed the current state and determined the # Defects ‘
obstacles.

Current  |Projected |Actual

Customer Satisfac measure
\ \
\ \

We mail 1.6 million invoices annually at $0.50 per piece. Ou invoicing system sends
a new invoice evertime the policy owner changes his policy. This results in 1,800
calls per month to our contact center, costing $10 per call. Nearly 90% of the calls
are specifically about the amount due and the due date. The invoice confusion
results in thousands of lapsed policies every two months. Approximately 80% of all
lapsed policies re-instate, meaning they don't wish to lapse.

Require emai

Digital invoicing & Push notifications

Future date payments using ACH transactions
Self Insured grace period increase

Self Insured must pay online
Change strip date to the due date
Service office training — receiving money at offices

D6: Action Plan

Goal 1: Create a better invoice to reduce confusion and reduce calls to the contact Action Item, Due Date I ‘ Assigned to:
center. Goal 2: Transition to an opt-in electronic invoicing system. Nearly 60% of Invoice design July/Aug CFO, Communications
employers prefer to use electronic invoicing via email. Goal 3: Reduce postage and Discuss rule changes (S, invoice diJuly/Aug CFO, COQ, Dave S.
mailing costs by 50%. Goal 3: Reduce support staff time by 60% on answering Digital invoicing July/Aug

Senior Team

invoicing issues. Future dating payments Aug/Sept Michele W.

Push notifications Fall 2017 Scottie Powell, Paul Flowers
Training - Service Office checks  July/Aug Michele W.

Off-cycle invoices July/Aug CFO, Carol Wander, Michele W.
Invoice transaction descriptions  Aug/Sept CFO, Carol Wander

Auto note for fransactions Aue/Seot IT

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




BWC Invoicing:

330,000 accounts
1.6 million invoices mailed in 12 months

Each piece costs approximately $0.50
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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
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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 emalll
addresses
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What we know: Emails

o 96% employers would like to
recelve 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

« Ofthose, 88% ask how much
do | owe and when is it due?
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Current State
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What we know:
Contact Center Calls

« 1,800 invoice calls monthly
* 50% How much do | 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

« Ofthose, 88% ask how much
do | owe and when is it due?
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Customer Focused

Confusing invoice structure
Overlapping invoices

Unused emall addresses (currently
183,000)
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Current Annual Cost
Applied to Invoicing

* |nvoices $800,000
« Contact Center Staff $216,000
« Support Staff $732,000

Total Cost: $1,748,000
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Invoice Month

Strip Date
Invoices Run

Date Trnsfrd to
State Printing

State Printing Invoice
Mail Date.

Due date

5,/19,/2017

5/21/2017

5/26/2017

132017

6/23,/2017

6/25/2017

6/30/2017

732017

7/28/2017

7/30/2017

8/af2017

813112017

8,/25,/2017

8/27/2017

of1/2017

101212017

9/29/2017

10/1/2017

10/6/2017

1003172017

10/27/2017

10/29/2017

11/3/2017

12112017

11/24/2017

11/26/2017

1212017

14212018

1272272017

12/26/2017

1/8/2018

1/31/2018

1/26/2018

1/28/2018

2/2{2018

35/2018

2/23/2018

2/25/2018

3/2{2018

41212018

3/30/2018

4/1/2018

4f6f2018

SIMPLER.

4/27/2018

4/29/2018

FASTER. BETTER. LESS COSTLY.

5/4/2018

2112018

231120138
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July Invoice

August Invoice

September Invoice

lean.ohio.gov

>
T
0
O
O
0
0
L
—
o
L]
=
T
L
m
o4
L]
=
<
LL
o
L]
—
o
=
0




Imeline

Future T
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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 Sl 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

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



Revise Invoice Format = Reduce Confusion

5 o | Bureau of Workers' Policy Invoice
Ohlﬂ' | Compinsaticn Invice dato: 06/ 18/2017
W v, ohilo. gow | 1-B00-544-5252 kwoice number: W01373874
Para assstencts en Expancd, lame a 1-800-644-6232 opcion 9. Paymers. gue: 07/02/2017

Wisit mﬂ% to pay onling ws & credit
card of bank accourt. fou must also pﬂm Invoices
via o be eligiblc for
discount. Please soe other =i for Information on
msking policy updates.

e - pleane reasd!
Yowr policy el Lapss snd s B well b bl iF instslimests s
mecd psd meady mnd o full

TOLEDD, OH &3512-3722

$13,416.76 12000 50.00 1353676
Fifior o vt D OHio.gor Tor Ootailed Information. | BWC Allormay Genoral  |Dsputed
$11536.76 4000 10,00

Financial Transactions

1812017 nsiallment 0701 EDTT - D701 A0S S130.00

T paymars dus dee sherwn oniy apchea io tema lec n e o blng opde. Podoy will g § moiaimecis sre oo pad omety snd = full

Datach amd rabum bothom portion With Your payman.
Insured name: 0J TRANZPORTATION LLC

- 1001373874 oo $13,536.76

Mgks wll your checks pemss o e Dhic Bursay of Workens” Comparmsion
Inciuds & policy number on el checks 3~ S8 Bure io nchuds this semiEencs §ip & your eyTesl Do nct simsie pow check ic the mnianos

Amount Enclosed:
EWE forwoercs talsncas not peis by tha dun deie i the (fee of the Wil paymant ic:  EWE Statn lnsarancs Fund
Abiorrery Gerersl of Dhic for collacion. Plmen mad §e e of &is Ui Bormm of Workers' Comperoation
irseica lor sdsibcnsl rdormakion. P Box pmses

Clwwnland, OH 887901 5412
010404 00000002 37357410000000000L353676
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Current Cost |Future Cost
Invoices 800,000 320,000

Call Center 216,000 43,000
Support Staff 732,000 146,000

Total Potential Value and Savings:

$1,239,000

/0% savings
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Action Plan

Action When Who

Invoice design July/Aug CFO, Communications

Discuss rule changes (S, invoice dates) July/Aug CFO, COO, Dave S.

Digital invoicing July/Aug Senior Team

Future dating payments Aug/Sept Michele W.

Push notifications Fall 2017 Scottie Powell, Paul Flowers
Training - Service Office checks July/Aug Michele W.

Off-cycle invoices July/Aug CFO, Carol Wander, Michele W.
Invoice transaction descriptions Aug/Sept CFO, Carol Wander

Auto note for transactions Aug/Sept IT
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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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