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1/15/2013

Consolidation Options 2011

*  Private Out-Sourced Shared Service Center

State In-Sourced Shared Service Center

Centralize Agencies Processing Resources
All Coding Done at Agencies

Use State Space and IT Infrastructure
Launch Service Operations for Pilot Group
Tune and Optimize Process

Manage Productivity

Manage Attrition & Part Time Staffing
Stabilize Service

Centralize Additional Agency Resources &
Introduce Additional Volume After
Stabilization

PROS:

State IT already in place
State space potentially less expensive
State resources already trained

CONS:

Personnel/CBA Issues
Some Processors also Code at Agencies

State Management Required and
Productivity Challenges

Reliance on Attrition & Productivity Gains
to achieve Savings

* PROS:

. CONS:

Re-badge Agency Resources
Private Space
Implement Private Technology
All Coding Done at Agencies
Launch Service Operations for Pilot Group
Tune and Optimize Process
' Manage Productivity
Stabilize Service Delivery

Convert Additional Agencies’ Processing to
Private Shared Service Center

Private Management Autonomy and Control
of Process Performance

Multi-Shift & Part Time Operations More
Readily Adopted

Greater Wage Flexibility
Potentially Faster & Greater Savings

RIF, Personnel, CBA Issues
Some Agencies will retain staff to Code

Access to and Integration of IT Chalienges
(State/Private)

New Workers will require training

Potential complications/challenges with using
State Space
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Steps to Pilot Shared Service Center

4. Operate Shared
Services

Grants

DOm 911

2 AR

1. Collaborate Concept 2. Central DOS/DHHS AP 3. rm::o: Pilots & Open Shared
Services Center

_ _ _ | _ _ _ |
_ _ _ _ _ _ _ _

OCT NOV

Pilot 2

DHHS
ctm UIIm >o_.q

%

. Omk m_m:

Maintain alignment of Agency/Client focused resources to ensure subject matter expertise and
quality are maintained.
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Statewide AP Employee Analysis

350
300 -
250 - .
Vacancies

- Agency AP Processes

W AP Processing
200 -
150 -
100 -

76
50 - _"._.mm
without
FAWPAS] vacancies- 47 .25
0 - T R — T T

Employees with AP Employees Who Keyed AP FTE Analysis Shared Service Center
Access AP
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Service Level Agreements and Performance Metrics

Performance reports will include output and outcome metrics for the Shared
Services Center (How well is the Shared Services Center doing in meeting client
expectations?), and individual Agency (How well is the State Agency performing in
submitting accurate and approved claims timely to the Shared Services Center?)

Service Level Agreements (SLAs) will document expectations of Shared Service
Center and each Agency.

— ENTRANCE CRITERIA: requirements expected of agencies for preparing invoices
and transactions for submission to the Shared Services center.

* For example, centralized contact points; coding criteria; approval formats; time required to submit
invoices to Shared Services Center for processing; record retention requirements; procedures for
“rushing” or “escalating” payments.

— PROCESSING CRITERIA: .

* Forexample, key contacts in the Center agency staff can call for staff or vendor questions; audit
and review requirements; data entry requirements including level of coding (activity, sub-activity);
rush and escalation procedures and time frames; number of days allowed to process “normal” AP;
fields that need to be over-written (such as vendor terms); and expected productivity.

— POWER OF ATTORNEY: Agreements on designated POA authority and format
Agency will use to indicate POA approval has been given (or instructions to
return transaction back to Agency for POA approval).

8/9/2012



