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TEXAS

155 ek T TIERS Multi-Channel Client Interaction Model

Services Commission

sSuccesses

Challenges

Modify TIERS to *
successfully enable the
new model

Implement a new
operations model to
support new TIERS
components

Set TIERS on path for
further optimization for
Improved business results
and reduced IT costs

Further client interaction
efficiencies and effectives —
Further automation. Ex:
Document Management

Retiring of legacy
technologies (Ex: MaxIE) —
Cost reduction and improved
business agility

Continuous IT
Improvements for cost
reduction and better
responsiveness to client
requirements

Enhancing Accountability o Improving Services

o Increasing Efficiencies 01/29/09



l*. I ?IEl?h(’Ad‘HSm Document Management Process

Services Commission

SHIP PING HHSC Envelope DELWERY CART DO SORTIPREP Documents are

Document Review and Indexing

Manual QA

Irnages and capiured
data are deffvered fo
various backend

applications

6 Enhancing Accountability o Improving Services o Increasing Efficiencies 01/29/09



Health and Human
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X 2 TEXAS
dHeanhandHuman Document Center: Challenges

Services Commission

« Document Management process not standard across programs —

Every program has variations to the process
— High document processing cost
— Low case worker productivity
— Difficult to scale business operations

 Limited automation of the document management process

— Lost case worker productivity
— Low quality of work
— High cost of managing documents

 Legacy Document Management Technology
— Limited automation functionality — no automated bar code reading
— Limited configurability — Perpetuates non std DM processes
— High change and maintenance cost
— Limited inter-operability with overall architecture — Inefficient client
support process for doc channel
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Health and Human

BX 2 TEXAS Document Management Solution:
N’Sewicescommission Legacy v/s New Process
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B2 TEXAS

sl n Human New Document Management Solution:
Client Benefits IT Benefits
« Enabled bar coding automation * Improved Doc Mgt system
stability, redundancy and
« Auto link one third of inbound scalability

images, reduced workload of staff
 Enabled doc mgt solution on a

« Standardized doc mgt processes SOA and BPM architecture — Will
for all programs — Significant be able to address business
cost reductions changes faster and at a lower

cost (Business agility)
 Improved image quality —
Increased productivity » Retired legacy app and hence
lowered cost of ownership
« Automated processes for
exception handling between doc - Best practices learned for
channel process and back office — enabling future SOA/BPM based
Significant improvement in projects
quality of client support
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