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DIGITAL GOVERNMENT

E-Business at BWC – An Executive Summary

The Ohio Bureau of Workers’ Compensation (BWC) under the Taft Administration is committed to a strategic, e-business move into the 21st century that makes us competitive with any insurance company – public or private – in the United States. The Dolphin Project,, www.ohiobwc.com, as it is called, leverages future waves of technology to meet rapidly changing consumer expectations in the areas of customer service, convenience, and cost savings. These changes already are occurring with unbelievable speed in the retail and financial industries and we believe we must act now to meet the demand and expectations of our workers’ compensation customers.

The “new” BWC allows customers to interact with us whenever and however they want and it provides:

· Consistent, streamlined, and tailored customer service;

· 24-hour interactive account access, seven days per week;

· Electronic request and receipt of services;

· New financial programs such as payment methods, and payment plans;

· Real-time communication with customers and business partners.

In short, the Dolphin Project allows customers more options to get the exact information they need the way they want it (fax, phone, in person or online). For example:

· A simple change of address: Traditionally this is a paper-driven process, which is time consuming for both BWC and our customers and one that opens the door for human error. Our e-business solutions allow customers to update their own information – now!

· New coverage & quick pay: Getting coverage is a paper-driven, manual process that could take a month to complete. Phone calls, waiting for mail, faxing, visiting offices, writing checks... Our e-business model allows a new business to do it all from the office in London, Ohio or home in London, England. Go into the new employer section; supply us with your basic information. We will ask a series of questions, even help you select a managed care organization (MCO). Then, you’ll have the option of paying your security deposit by credit card. A certificate of coverage will be ready to download and print in a matter of minutes. If you’re having trouble or are confused, call our employer hot line and we will walk you through the process. Furthermore, through quick pay, employers can calculate and pay all their premiums electronically.

· I’ve been hurt: First, an injured worker or employer can file the claim online. But the severity of an injury can dictate otherwise, and we want injured workers focused on getting better not filling out paperwork. Most often the doctor or the MCO files the claim. But then what? BWC’s e-business solutions give an injured worker and employer full access to claim information. Find out the current status of the claim. If something is holding it up, find out what. Is BWC waiting for a signature or an authorization from the doctor? What was the outcome of an Industrial Commission hearing? Do I agree with the outcome or do I want to appeal? BWC’s e-business system will walk you through the process. Finally, it will tell you when your compensation check was mailed. Or it will ask you if you would rather have the payment be direct deposited into your personal bank account.

· Workers’ comp costs too much: Dolphin allows an employer to look online at claims history to see how costs are calculated. BWC’s system will then work to show employers cost-saving programs for which they are eligible and Personal Policy Scenarios will allow them to immediately calculate the change in premium. What would the Drug-free Workplace Program do for your bottom line? Find out! If it looks good then begin the application process right now, and while you’re at it, apply for a grant to give you the start-up money to get your program going. Our new solutions don’t end with your keyboard. Businesses can schedule online an appointment with an employer services specialist, a safety consultant or others. We will be happy to come to your place of business to talk face to face and answer your questions on sight.

The above examples give you a brief idea of what our Dolphin Project offers. BWC’s e-business solutions mean a whole new way of doing business – for everyone!  With these types of tools at our fingertips, and new freedoms within the system for our customers, it gives BWC employees the time to do what’s important – personally care for Ohio’s injured workers and supply employers with a cost-effective and efficient system. 

Project Description

The Ohio Bureau of Workers’ Compensation (BWC) is the largest exclusive state fund in the United States, with assets of $24 billion and insurance premiums and assessment of $2.3 billion.  Ohio BWC processes claims, pays compensation and medical benefits to injured workers, and underwrites workers’ compensation coverage for 250,000 employers doing business in Ohio.

As part of a remarkable turnaround of the system, which was insolvent in 1993, BWC has been a very aggressive user of technology.  After rebuilding infrastructure and implementing many new business programs BWC decided in April 1999 that its next strategic move would be into the e-business arena.  This was not simply a web site or disjointed front-end but instead the strategic foundation for the agency and its customers.  The Dolphin Project was born which changed the fundamental business model of the organization.  A new, fully integrated customer channel was established along side of the traditional services.  The overriding business objective is to provide improved customer service while offering convenience and encouraging customer involvement.

The Dolphin system has been available since October 2000 and provides a window into the workers’ compensation system through 24-hour account access and electronic request and receipt of services.  Over 30 separate service offerings and 90 features are available through Dolphin.  In general, services were developed along 4 customer scenarios: “How Do I Get Coverage?”, “How Do I Reduce Costs?”, “I Just Got Hurt, Now What?”, and “I’d like Claim / Policy Information and Status”.  Through these services any customer with appropriate authority can access real-time information pertaining to their account over the Internet.  Claims can be filed 24 hours per day whereby a claim number is immediately established and case management begins.  Employers can establish coverage and make regular premium payments on-line with their credit card.  Personal Policy Scenarios allow employers to evaluate premium reductions as a result of safety programs, claim settlements, and rating options.  Financial history, coverage history and pending payments are also available along with a vast amount of brochureware explaining benefits and business programs.

The full service Dolphin system isn’t just a business strategy but also an IT strategy.  It is an application integration effort coupled with the retooling of staff skill sets and development methodology.  It was built using a web n-tier component model that will serve as the basis for all application development into the foreseeable future.  Existing investments were preserved and leveraged while introducing the Internet application platform.  The end result is a single, integrated application that rides horizontally across each of the mission critical silo systems (see Dolphin Architecture diagram).  The solution provides live data retrieval and update without replication of data or process.  The Dolphin architecture has delivered upon that elusive goal of interoperability by weaving many technologies together into seamless services.

A Microsoft Windows 2000 DNA clustered Internet platform runs in conjunction with an IBM OS390 and Unix environment that houses mission critical, client server applications.  Through the use of IBM middleware, the DNA front-end leverages COBOL and Oracle Forms stored-procedures along with the DB2 and Oracle database management systems in this service oriented architecture.

Security features that were designed from the ground up protect dolphin and its information.  Much of the site is accessible without registration.  However, access to claim and / or policy information require a user ID and password that users establish themselves.   Secure connections are created through the use of SSL where 128-bit encryption is requested.  If the browser is unable to handle 128-bit it will degrade to 40-bit encryption.  All financial transactions must employ 128-bit encryption.  The site itself is protected through multiple layers of firewall and proxy services.  Once the customer is logged on to Dolphin a virtual electronic signature is created and logged for each update transaction.

The Dolphin Project has further entrenched Ohio BWC as an innovator and leader in the workers’ compensation arena.  In fact, the real-time integrated services it offers surpass most private sector insurance companies and provides a foundation for greater success into the future.

Significance to the Improvement of the Operation of Government

The Dolphin e-business system provides an infrastructure that is critical to the on-going improvement of workers’ compensation in Ohio.  It positions BWC to meet the rapidly changing demands and expectations of today’s consumer.  On the surface it offers access to information and services never available before, 24 hours per day, 7 days per week.  It encourages the workers’ compensation customer to become involved in their experience with BWC through self-service features such as electronic completion of forms, demographic information updates, and the overall ability to manage their encounter.  It allows BWC to streamline many critical path service functions.  For example, the average time to report a claim through traditional means is 25 days from the date of injury.  Since October 2000, 75% of the claims filed through Dolphin are within 7 days of injury and 90% are less than 30 days.  Obviously, quality service and cost reduction starts with early intervention and this kind of improvement is key.

The underlying infrastructure enables increased efficiency and allows BWC to more effectively share data and collaborate on service delivery with customers, business partners, and stakeholders.  Flexible web technology coupled with a component design methodology allows applications to be created and delivered more rapidly than ever before.  Economies of scale are realized from component reuse and the on-going maintenance overhead is expected to be much lower.  The technology architecture is much more flexible and the agency’s ability to react to changing business demand has been increased significantly.

Benefits Realized by Service Recipients

The service benefits being realized by Dolphin users and stakeholders are widespread and dramatic.  All customers enjoy convenient after hours access to services and information.  

Injured workers benefit through simplified processes with sooner delivery.  The initiation of a claim is simple and it gets things started immediately versus a minimum of 24 to 48 hours through traditional channels.  They can interact with their assigned claim representative, explore additional benefits, and involve themselves in rehabilitation and return to work programs.  Early intervention delivers higher quality medical service to the injured worker while the employer enjoys lower claim costs, which translates into lower rates.  Dolphin can help the employer reduce premiums through a variety of programs and analysis features.  Employers can certify, reject, and evaluate claims filed on behalf of their employees on-line saving administrative overhead.  Coverage, along with proof of coverage certificates can be obtained on demand and printed on a customer’s local printer.  Finally, Dolphin significantly cuts administrative overhead for the legal representative community by supplying information to them in the convenience of their office.

In summary, all major stakeholders are benefiting greatly from Dolphin.  Customer service and injured worker benefits remain high while overhead, rates, and premiums are reduced.

Return On Investment

Although Ohio BWC and its stakeholders have already started to realize a return on their investment the quantifiable payback period was not an overriding factor in the decision to launch the Dolphin Project.  Increased customer service and positioning for the future were the main objectives.  However, it was recognized that there was tremendous potential for both short and long term financial gains but no formal ROI analysis was done.  Instead, lists of short and long-term returns follow along with some sample ROI calculations.  Consider these savings versus a $15 million investment.

Short-Term Returns

· Claim cost reduction through early intervention

· Some industry studies predict a 20% to 25% reduction

· BWC’s average claim cost is $4,200

· 270,000 new claims per year

· At 10% cost reduction, a potential savings of $113.4 million annually

· Shorter medical bill payment cycle benefiting providers

· Demographic information updates shifted from BWC staff to the customer

· $1.42 per update

· 360,000 updates per year

· Potential savings of $511,200 annually

· Processing electronic forms and data vs. hardcopy costs

· estimated $2.00 to $10.00 per form savings

· 400,000 forms filed annually

· Potential Savings of $800,000 to $4 million annually

· Significantly reduces the overhead associated with public data record requests & status inquiries

· $2.25 / inquiry

· 3,250,000 inquiries per year

· Potential Savings of $7.3 million annually

· Increased goodwill resulting from a positive customer experience

· Priceless

Long-Term Returns

· Improved data integrity

· A dramatic reduction in paper and hardcopy processing

· A flexible, single solution architecture lowers maintenance costs and is more responsive to business needs

· Re-tooled IT staff and shorter development cycle
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