New business model timeline talking points:
Why has the New Business Model (NBM) timeline shifted?

When presented with a new set of facts, Mr. Conrad tasked the NBM executive design group to reassess the timeline for implementing the NBM. Consistent with HPP and Dolphin, the success and quality of BWC’s products and services will not be compromised and driven solely by dates.

What were these new facts?

Customer service office consolidations

Allow BWC’s consolidated customer service offices a transition period while minimizing interruptions as staff becomes familiar with a new work environment, co-workers and travel. 
Return to the basics 

The foundation for the NBM is the Book of Business (BOB). BOB is a group of employers, focused on by a customer service office, with the goals of reducing an employer’s Big 3 workers’ comp cost driver — lag time, frequency and severity, in a team environment.
Lag time - amount of time between the date of injury and the date the claim was filed with BWC 

Frequency - number of claims filed by an employer 

Severity - number of days an injured worker is absent from work 

Staffing
Allow customer service office teams to remain on current teams to become more efficient in implementing their BOB strategies while simultaneously being supported with targeted technical skills training.

Budget

BWC has not been exempt from the statewide dilemma of tightening budget dollars. The timeline shift allows the agency to assure it balances the administrative budget and then examine the potential use of any excess funds for critical BWC projects and staffing NBM.
How were these new facts gathered?

Feedback was gathered from statewide employees meetings in May 2003, business development teams, additional statewide customer service office meetings held with Mr. Conrad and/or the executive design group and discussions with employers and the medical community.

How do I comment about changes to the timeline?
Opportunities continue to exist to provide feedback. During the next week your Champion will be holding an all-hands staff meeting to seek input regarding the timeline shift. Your feedback will be shared during the next Champion meeting, Wednesday, Feb. 18, in the William Green auditorium.
Timeline summary:
The foundation of the NBM is BOB; the goal of BOB is to reduce an employer’s Big 3 workers’ comp cost drivers – lag time, severity and frequency, in a team environment;

The best BOB strategies, now referred to as customer care strategies, are being piloted through April 2004; sometime in April, members of the executive design group will be visiting with the customer service offices to provide an overview of the pilot results;
IT has begun building the infrastructure for auto adjudication, MCO notes, customer care plan, etc., based on the business requirements provided by business subject matter experts; 

Auto adjudication (AA), is a systematic process for determining a claim and assigning a triage level for new claims. The system will only allow appropriate claims; it will never disallow a claim.  Implementation target dates have been slightly extended to allow IT time to incorporate a rules based engine into the solution.  

Step 1 - back-office statistical gathering is scheduled during March – June 2004;

Step 2 - this data gather and analysis step will allow us to better understand the claim flows and types before running a parallel, fully simulated system from July – November 2004;

Step 3 - AA will run in live production starting between November and December 2004; the live production will still leave the MO and LT support structure and processes exactly as they are today, the only change will be the computer allowing a portion of the claims;
Step 4 - the final step; in January 2006, AA will fully launch into the new NBM and teams.

Customer service office teams will remain in their current structure to become more efficient in implementing their current BOB strategies and working in a team environment, while simultaneously receiving changing management training;

Change management training is being rolled out to support customer service office transitions, establish team building skills and develop effective communication skills; 

After the customer care strategy pilot has been completed in April 2004, there will be a statewide rollout of finalized customer care strategies to customer service offices (May – September 2004);

The business development teams will reconvene in October 2004 and, using information/experiences gathered from statewide rollout of the customer care strategies (May – September 2004), will provide IT with specific business requirements for a customer care plan, field service application, employer action plan, customer care group and customer care team formations, and MCO notes. MCO notes will be implemented sometime this summer or fall;
After the statewide rollout of the customer care strategies, baseline assessments of technical skills will be conducted as preparation for targeted skills training that begins January 2005;
Continuous technical skills training on customer care strategies and IT tools will begin January – September 2005;
Customer care team members and their assigned employers will be announced in May 2005; staff will not physically move onto teams or begin servicing reassigned employers at this time;
Additional team building skills training will immediately follow customer care team announcements as preparation for NBM launch window;
NBM launch window (October – December 2005);

Customer care teams physically move onto new teams and begin servicing reassigned employers using new IT tools;
NBM fully functional and CDU live (January 2006);
Advanced IT modifications and tools development (January – December 2006).
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