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EXECUTIVE SUMMARY

I. Executive Summary

A. Historical Perspective

In 1995, the SC Insurance Commission was eliminated and the Department became a part
of the executive branch of state government. There was no change in the Department's
mission. The Department has reorganized but it has not been restructured since 1995.

B. Purpose, Mission and Vision

The purpose of the Department of Insurance is to regulate the rates and service of every
insurer in this State and ensure just and reasonable standards, classifications, regulations,
practices, and measurements of service are observed and followed by every insurer doing
business in this State. The Department of Insurance sees that all laws of this State
governing insurers or relating to the business of insurance are faithfully executed, makes
regulations and implements all other insurance laws of this State.

The mission of the South Carolina Department of Insurance (Department) is to protect
the insurance consumer, the public interest, and the insurance marketplace by ensuring
the solvency of insurers, enforcing and implementing the insurance laws of this State, and
regulating the insurance industry in an efficient, courteous, responsive, fair, and equitable
manner.

The Department envisions a competitive and financially stable insurance marketplace. To

this end, the Department regulates the insurance marketplace by firmly and fairly
implementing and enforcing the insurance laws.

C. Key Performance Measure Results

SC Department of Insurance (FY13-14 Accountability Report)

Description

1 |Maintain a solvent and competitive insurance marketplace

Promote voluntary compliance by enhancing education and outreach
Protect the public through effective regulatory enforcement of insurance laws
Improve operational quality, service efficiency, and departmental productivity

Blw N
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there is a template for the agency to complete for any questions which ask for the same information under the tab labeled, “Similar
Info Requested.”




Additional information associated with the above Strategic Goals can be found in the
“Key Deliverables” worksheet and the FY13-14 Accountability Report
http://www.scstatehouse.gov/reports/aar2014/r20.pdf.
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ORGANIZATIONAL PROFILE

Il. Organizational Profile
This section asks for a fact based description of the agency. Please provide information in the

stated Excel template. If an Excel template is not referenced, provide the information in bullet
style.

1. The agency’s main deliverables (i.e., products or services) and the primary methods by
which these are provided;

a. Refer to the Key Deliverables Chart.

2. The agency’s key customers and their requirements and expectations;
a. Refer to the Key Customers Chart.

3. The agency’s key stakeholders (other than customers);
a. Refer to the Key Stakeholders Chart.

4. Other state agencies which have the biggest impact on the agency’s mission success;
a. Refertothe Key Partner Agency Chart.

5. The agency’s performance improvement system(s);

a. The Department has reviewed and updated its workflow and production
processes, and has developed objective performance measures for each activity.

b. Leaders measure performance by analyzing consumer inquiry/complaint data to
identify market conduct patterns and licensing data to evaluate cycle times.
Meetings are held with the insurance industry to discuss the Department’s
responsiveness; timeliness of legal actions; thoroughness of those actions;
accuracy of advice; and month-end reports from Consumer and
Individual/Special licensing services.

c. Weekly division and section meetings are held in order to communicate key
organizational priorities and outline specific action plans. Supervisors and
employees are expected to evaluate their performance and identify their role in
achieving the Department’s goals. Supervisors and managers must be aware of
all human resources policies and procedures relative to their job position and
the employees they supervise.

d. Each division of the Department continues to develop new goals on an ongoing
basis to promote continuous improvement. The Director requires ongoing status
reports related to performance measures as outlined in our strategic plan,
ensuring that our broad goals, along with specific objectives for each division,
are being met. For an example, refer to the Key Partner Agency Chart.
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6. The agency’s organizational structure in flow chart format;
a. Refer to the Agency Organizational Chart.

7. Details about the body to whom the Agency Head reports;
a. Refer to the Overseeing Body Chart.

8. Refer to the Major Program Areas Chart.

9. Please identify any emerging issues the agency anticipates may have an impact on its
operations in the upcoming five years.

Challenge 1:
Increased involvement of the federal government in the business of
insurance regulation.

Challenge 2:
Maintaining a solvent and competitive marketplace where insurance
products are available at the best possible prices.

Challenge 3:
Balancing the desire for regulatory transparency with the duty to protect
the confidentiality of certain data.

Challenge 4:

Workforce planning and capacity.
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ORGANIZATIONAL PROFILE

lll. Laws (Statutes, Regulations, Provisos)
This section asks for state and federal statutes, regulations and provisos (“Laws”) which apply to
the agency.

1. Refer to the Legal Standards Chart.

IV. Reports and Reviews
This section asks for information about reports the agency is required to submit to a legislative
entity and the agency’s internal review process.

1. Refer to the Agency Reporting Requirements Chart.

2. Referto the Internal Audit Chart.
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RESTRUCTURING REPORT

V. Key Performance Measurement Processes

This category examines the agency’s performance and improvement in key areas. Performance
levels are examined relative to those of competitors and other organizations providing similar
programs and services. Information is typically displayed by the use of performance measures.
Quantitative measures may be supplemented by a discussion of qualitative measures where
appropriate; however, every effort should be made to use appropriate quantitative measures
that can be charted to show trends and comparisons to benchmarks.

Address only top-level results showing aggregate measures of agency-wide performance that are
reflective of the value added to customers. Please include comparative data as applicable. These
results are typically captured in performance goals and planning documents. When determining
which processes are “key processes” consider the business impacts, and select those processes
that are most important to the customer (both internal and external) to satisfy their
requirements and/or those processes with problem areas identified by management.

Note: Results information (i.e., each chart, graph, table) reported for this category should be referenced to the
specific question number (Ex. Chart 5.1-1, Graph 5.1-2, Table 5.1-3). The third digit identifies the sequential position
of the specific chart, graph or table included in the agency’s responses to each questions.

For each performance measurement included in response to the questions on the next page
under Subsection A, please provide the following information:
a. The performance goal(s)/benchmark(s) for the overall process output, and/or critical
activities that produce the output.
i. Three agency/government entities in other states or non-government entities the
agency considers the best in the country in this process or similar process and why.

ii. Ifthe agency did not use results from an entity the agency listed in response to “i” as
a performance goal/benchmark, why not and why did the agency choose the
goal/benchmark it did?

iii. Individual(s) who are not employed by the agency (government or non-government,
located anywhere in the country) whom the agency considers an expert in the
process or similar process and their contact information, or if deceased, name of
books authored.

b. List the senior leaders who review the performance measure, their title and frequency
with which they monitor it.
c. Trends the agency has seen and the method by which it analyzes trends in these results.
d. Whether the agency has reasonable control over this result (i.e., more than 50% or
enough to be able to influence and accurately measure the result).
i. Ifthe agency does not have reasonable control over this result, the other one or more
agencies, who when combined with the agency, together have reasonable control
over the result and names of those other agencies.
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Mission Effectiveness

Performance Measure Last Value Current Value Target Value Time Applicable ' Data Source and Availability Reporting Freq.

Company Licensing Data Base
07/1/13 - 06/30/14|& ARTS Excel spreadsheet Ongoing
labeled "DATABASE"

License 20insurers annually in the traditional market | Traditional 18
and 5insurers annually in the ARTS market Captive 3

a. The performance goal(s)/benchmark(s) for the overall process output, and/or
critical activities that produce the output.

i.  Three agency/government entities in other states or non-government
entities the agency considers the best in the country in this process or
similar process and why. We are a member of the NAIC (National
Association of Insurance Commissioners) which The National Association
of Insurance Commissioners (NAIC) is the U.S. standard-setting and
regulatory support organization created and governed by the chief
insurance regulators from the 50 states, the District of Columbia and five
U.S. territories. Through the NAIC, state insurance regulators establish
standards and best practices, conduct peer review, and coordinate their
regulatory oversight. NAIC staff supports these efforts and represents
the collective views of state regulators domestically and internationally.
NAIC members, together with the central resources of the NAIC, form
the national system of state-based insurance regulation in the U.S.

i. If the agency did not use results from an entity the agency listed in
response to “i” as a performance goal/benchmark, why not and why did
the agency choose the goal/benchmark it did? N/A

iii.  Individual(s) who are not employed by the agency (government or non-
government, located anywhere in the country) whom the agency
considers an expert in the process or similar process and their contact
information, or if deceased, name of books authored. NAIC

b. List the senior leaders who review the performance measure, their title and
frequency with which they monitor it. Deputy Financial Services

c. Trends the agency has seen and the method by which it analyzes trends in these
results. More consolidations and mergers appear to be the trend

d. Whether the agency has reasonable control over this result (i.e., more than 50%
or enough to be able to influence and accurately measure the result).

i. If the agency does not have reasonable control over this result, the other
one or more agencies, who when combined with the agency, together
have reasonable control over the result and names of those other
agencies. N/A —Depends on Market Conditions
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Performance Measure Last Value Current Value Target Value Time Applicable | Data Source and Availability Reporting Freq.

Analysis performed in accordance to NAIC Traditional 174 174 174

aforisnes i Captive 247 217 o 07/1/13 - 06/30/14|Chief Financial Analysts' Logs |Ongoing

a. The performance goal(s)/benchmark(s) for the overall process output, and/or
critical activities that produce the output.

i.  Three agency/government entities in other states or non-government
entities the agency considers the best in the country in this process or
similar process and why. NAIC

ii. If the agency did not use results from an entity the agency listed in
response to “i” as a performance goal/benchmark, why not and why did
the agency choose the goal/benchmark it did? N/A

iii.  Individual(s) who are not employed by the agency (government or non-
government, located anywhere in the country) whom the agency
considers an expert in the process or similar process and their contact
information, or if deceased, name of books authored. NAIC staff

b. List the senior leaders who review the performance measure, their title and
frequency with which they monitor it. Deputy Financial Services

c. Trends the agency has seen and the method by which it analyzes trends in these
results. More risk focused approach to exams and audits

d. Whether the agency has reasonable control over this result (i.e., more than 50%
or enough to be able to influence and accurately measure the result).

i. If the agency does not have reasonable control over this result, the other
one or more agencies, who when combined with the agency, together
have reasonable control over the result and names of those other
agencies. N/A —Depends on Market Conditions

Mission Efficiency

Performance Measure Last Value Current Value Target Value Time Applicable ' Data Source and Availability Reporting Freq.

Issue consumer alerts regarding emerging issues/

S 100% 100% 100% 7/1/13-7/1/14 DOl website Ongoing

a. The performance goal(s)/benchmark(s) for the overall process output, and/or
critical activities that produce the output.

i.  Three agency/government entities in other states or non-government
entities the agency considers the best in the country in this process or
similar process and why. NAIC

ii. If the agency did not use results from an entity the agency listed in
response to “i” as a performance goal/benchmark, why not and why did
the agency choose the goal/benchmark it did? N/A
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iii.  Individual(s) who are not employed by the agency (government or non-
government, located anywhere in the country) whom the agency
considers an expert in the process or similar process and their contact
information, or if deceased, name of books authored. NAIC Consumer
Representatives

b. List the senior leaders who review the performance measure, their title and
frequency with which they monitor it. Deputy for Consumer Services and Public
Information Officer

c. Trends the agency has seen and the method by which it analyzes trends in these
results. More use of social media and web

d. Whether the agency has reasonable control over this result (i.e., more than 50%
or enough to be able to influence and accurately measure the result)

i. If the agency does not have reasonable control over this result, the other
one or more agencies, who when combined with the agency, together
have reasonable control over the result and names of those other
agencies. N/A

Performance Measure Last Value Current Value TargetValue  Time Applicable  DataSource and Availability Reporting Freq.

on:line digital Digital Platform
I
Communicate Insurance Related Messages Via PSAs |25 Billboard, PSAs{ platform 1, : 00,000 July -June 30 A I ications Plan Reported
by ual u
And Social Media FY 2013 375,000 . L ol LemminiEate Annually

. K impressions
impressions

a. The performance goal(s)/benchmark(s) for the overall process output, and/or
critical activities that produce the output.

i.  Three agency/government entities in other states or non-government
entities the agency considers the best in the country in this process or
similar process and why. NAIC

i. If the agency did not use results from an entity the agency listed in
response to “i” as a performance goal/benchmark, why not and why did
the agency choose the goal/benchmark it did? N/A

iii.  Individual(s) who are not employed by the agency (government or non-
government, located anywhere in the country) whom the agency
considers an expert in the process or similar process and their contact
information, or if deceased, name of books authored. NAIC staff

b. List the senior leaders who review the performance measure, their title and
frequency with which they monitor it. Deputy of Consumer Services and Public
Information Officer

c. Trends the agency has seen and the method by which it analyzes trends in these
results. More use of social media
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d. Whether the agency has reasonable control over this result (i.e., more than 50%
or enough to be able to influence and accurately measure the result).

i. If the agency does not have reasonable control over this result, the other
one or more agencies, who when combined with the agency, together
have reasonable control over the result and names of those other
agencies. N/A

Quality (Customer Service)

Performance Measure Last Value Cumrent Value Target Value Time Applicable = Data Source and Availability Reporting Freq.

Review investigative procedures for handling all
complaints annually and recommend the elimination 07/1/14- 06/30/15
of any procedures that are not necessary

a. The performance goal(s)/benchmark(s) for the overall process output, and/or
critical activities that produce the output.

i.  Three agency/government entities in other states or non-government

entities the agency considers the best in the country in this process or
similar process and why. N/A
i. If the agency did not use results from an entity the agency listed in
response to “i” as a performance goal/benchmark, why not and why did
the agency choose the goal/benchmark it did? N/A
iii.  Individual(s) who are not employed by the agency (government or non-
government, located anywhere in the country) whom the agency
considers an expert in the process or similar process and their contact
information, or if deceased, name of books authored. N/A
b. List the senior leaders who review the performance measure, their title and
frequency with which they monitor it. Deputy of Consumer Services and Legal
c. Trends the agency has seen and the method by which it analyzes trends in these
results. Investigated procedures appear to me more automated and risk focused
d. Whether the agency has reasonable control over this result (i.e., more than 50%
or enough to be able to influence and accurately measure the result).

i. If the agency does not have reasonable control over this result, the other
one or more agencies, who when combined with the agency, together
have reasonable control over the result and names of those other
agencies. N/A

Performance Measure Last Value Current Value Target Value Time Applicable = Data Source and Availability Reporting Freq.

Survey stakeholders for their thoughts about
processes and procedures the Department can Annually/Bienni

07/1/14 - 06/30/15|
improve. Notify stakeholders of process changes 11 /30/ ally

annually
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a. The performance goal(s)/benchmark(s) for the overall process output, and/or
critical activities that produce the output.

i.  Three agency/government entities in other states or non-government

entities the agency considers the best in the country in this process or
similar process and why. N/A
ii. If the agency did not use results from an entity the agency listed in
response to “i” as a performance goal/benchmark, why not and why did
the agency choose the goal/benchmark it did? N/A
iii.  Individual(s) who are not employed by the agency (government or non-
government, located anywhere in the country) whom the agency
considers an expert in the process or similar process and their contact
information, or if deceased, name of books authored. N/A
b. List the senior leaders who review the performance measure, their title and
frequency with which they monitor it. All Deputies
c. Trends the agency has seen and the method by which it analyzes trends in these
results. Use of integrated tools/processes
d. Whether the agency has reasonable control over this result (i.e., more than 50%
or enough to be able to influence and accurately measure the result).

i. If the agency does not have reasonable control over this result, the other
one or more agencies, who when combined with the agency, together
have reasonable control over the result and names of those other
agencies. Yes

Workforce Engagement

Performance Measure Last Value Current Value Target Value Time Applicable ' Data Source and Availability Reporting Freq.

The workforce plan was updated using current
demographics and employment changes

a. The performance goal(s)/benchmark(s) for the overall process output, and/or
critical activities that produce the output.
i.  Three agency/government entities in other states or non-government
entities the agency considers the best in the country in this process or
similar process and why. N/A

ii. If the agency did not use results from an entity the agency listed in
response to “i” as a performance goal/benchmark, why not and why did

the agency choose the goal/benchmark it did? N/A
iii.  Individual(s) who are not employed by the agency (government or non-
government, located anywhere in the country) whom the agency
considers an expert in the process or similar process and their contact
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information, or if deceased, name of books authored. OHR-Budget &
Control Board
b. List the senior leaders who review the performance measure, their title and
frequency with which they monitor it. All Deputies
c. Trends the agency has seen and the method by which it analyzes trends in these
results. Workforce turnover, Workforce Plan, Strategic Plan, Accountability
Report and EEO Report
d. Whether the agency has reasonable control over this result (i.e., more than 50%
or enough to be able to influence and accurately measure the result).

i. If the agency does not have reasonable control over this result, the other
one or more agencies, who when combined with the agency, together
have reasonable control over the result and names of those other
agencies. Yes

Performance Measure Last Value Current Value TargetValue = Time Applicable | Data Source and Availability Reporting Freq.

25Employees
participated 10% of staff  |July 1-June 30
(26.5%)

Offer technical and regulatory training/certification
designation incentive programs for staff

a. The performance goal(s)/benchmark(s) for the overall process output, and/or
critical activities that produce the output.

i.  Three agency/government entities in other states or non-government
entities the agency considers the best in the country in this process or
similar process and why. NAIC

ii. If the agency did not use results from an entity the agency listed in
response to “i” as a performance goal/benchmark, why not and why did
the agency choose the goal/benchmark it did? N/A

iii.  Individual(s) who are not employed by the agency (government or non-
government, located anywhere in the country) whom the agency
considers an expert in the process or similar process and their contact
information, or if deceased, name of books authored. NAIC, Insurance
Organizations and (OHR) Office of Human Resources

b. List the senior leaders who review the performance measure, their title and
frequency with which they monitor it. All Deputies

c. Trends the agency has seen and the method by which it analyzes trends in these
results. More technical, specialized and discipline oriented

d. Whether the agency has reasonable control over this result (i.e., more than 50%
or enough to be able to influence and accurately measure the result).

i. If the agency does not have reasonable control over this result, the other

one or more agencies, who when combined with the agency, together
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have reasonable control over the result and names of those other
agencies. Yes

Operational/Work System Performance

Performance Measure Last Value Current Value Target Value Time Applicable = DataSource and Availability Reporting Freq.

Install Voice over IP Phones in main office 6/2013- 12/2013 |eSpirit (Spirit Telecom)

a. The performance goal(s)/benchmark(s) for the overall process output, and/or
critical activities that produce the output.

i.  Three agency/government entities in other states or non-government

entities the agency considers the best in the country in this process or
similar process and why. N/A
ii. If the agency did not use results from an entity the agency listed in
response to “i” as a performance goal/benchmark, why not and why did
the agency choose the goal/benchmark it did? N/A —improve efficiency
and cost of our phone system
iii.  Individual(s) who are not employed by the agency (government or non-
government, located anywhere in the country) whom the agency
considers an expert in the process or similar process and their contact
information, or if deceased, name of books authored. Spirit
Communications, DTO
b. List the senior leaders who review the performance measure, their title and
frequency with which they monitor it. Deputy of Administration
c. Trends the agency has seen and the method by which it analyzes trends in these
results. N/A —increase accountability measurement
d. Whether the agency has reasonable control over this result (i.e., more than 50%
or enough to be able to influence and accurately measure the result).

i. If the agency does not have reasonable control over this result, the other
one or more agencies, who when combined with the agency, together
have reasonable control over the result and names of those other
agencies. Yes

Performance Measure Last Value Current Value Target Value Time Applicable = Data Source and Availability Reporting Freq.

Conduct Security training sessions 3sessions 4 sessions July 1-June 30 Security file

a. The performance goal(s)/benchmark(s) for the overall process output, and/or
critical activities that produce the output.
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i.  Three agency/government entities in other states or non-government
entities the agency considers the best in the country in this process or
similar process and why. DTO

ii. If the agency did not use results from an entity the agency listed in
response to “i” as a performance goal/benchmark, why not and why did
the agency choose the goal/benchmark it did? Deloitte & DTO

iii.  Individual(s) who are not employed by the agency (government or non-
government, located anywhere in the country) whom the agency
considers an expert in the process or similar process and their contact
information, or if deceased, name of books authored. DTO

b. List the senior leaders who review the performance measure, their title and
frequency with which they monitor it. Deputy of Administration

c. Trends the agency has seen and the method by which it analyzes trends in these
results. Increased level of security & accountability

d. Whether the agency has reasonable control over this result (i.e., more than 50%
or enough to be able to influence and accurately measure the result).

i. If the agency does not have reasonable control over this result, the other
one or more agencies, who when combined with the agency, together
have reasonable control over the result and names of those other
agencies. Yes
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V. Key Performance Measurement Processes (cont.)

A. Results of Agency’s Key Performance Measurements

The Department of Insurance’s Key Performance Measurements are not classified as to
the item categories requested below. An entire listing of our Performance Measures
was provided with the FY14 Annual Accountability Report in September 2014. However,

we have attempted to select the “top-two” measures that best fit within each of these
categories.

Mission Effectiveness

1. What are the agency’s actual performance levels for two to four of the agency’s key
performance measurements for mission effectiveness (i.e., a process characteristic
indicating the degree to which the process output (work product) conforms to
statutory requirements (i.e., is the agency doing the right things?))?

Performance Measure Last Value Current Value TargetValue ~ Time Applicable | Data Source and Availability Reporting Freg.

. . . oy e Company Licensing Data Base

Li 20 Il h 24

T ey | |+ &

¥ P labeled "DATABASE"

Analysi rfol di d NAIC Traditional 174 17:

Ralysis periormed i acorcanen o pacians 4 A 07/1/13 - 06/30/14|Chief Financial Analysts' Logs |Ongoing
performance manual Captive 247 247 247

Mission Efficiency

2. What are the agency’s actual performance levels for two to four of the agency’s key
performance measurements for mission efficiency (i.e., a process characteristic
indicating the degree to which the process produces the required output at minimum

resource cost (i.e., is the agency doing things right?)) including measures of cost
containment, as appropriate?

Performance Measure Last Value Current Value TargetValue  Time Applicable Data Source and Availability Reporting Freq.

Issue consumer alerts r di ingi
o eparding ermergingisslies/ 100% 100% 100% 7/1/13-7/1/14  |DOl website Ongoing

On-line digital

Digital Platf
Communicate Insurance Related Messages Via PSAs 25 Billboards, platform 8! gam ;)Oorm IR R T—_— T — Reported
), - nni

And Social Media PSAs- FY 2013 1,375,000 5 X ¥ Annually

. ) impressions

impressions

Quality (Customer Satisfaction)

3. What are the agency’s actual performance levels for two to four of the agency’s key
performance measurements for quality (i.e., degree to which a deliverable (product
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or service) meets customer requirements and expectations (a customer is defined as
an actual or potential user of the agency’s products or services)) for the agency as a
whole and for each program listed in the agency’s Major Program Areas Chart?

Performance Measure Last Value Current Value Target Value Time Applicable | Data Source and Availability Reporting Freq.

Review investigative procedures for handling all
complaints annually and recommend the elimination 100% 100% 100% 07/1/14 - 06/30/15| Anually
of any procedures that are not necessary

Survey stakeholders for their thoughts about

nd proced the Depart nnually/Bienni
Processesa -p cedures the Department can 100% 100% 07/1/14 - 06/30/15 A y/Bienni
improve. Notify stakeholders of process changes ally
annually

Workforce Engagement

4. What are the agency’s actual performance levels for two to four of the agency’s key
performance measurements for workforce engagement, satisfaction, retention and
development of the agency’s workforce, including leaders, for the agency as a whole
and for each program listed in the agency’s Major Program Areas Chart?

Performance Measure Last Value Current Value Target Value Time Applicable = Data Source and Availability Reporting Freq.

The workforce plan was updated using current

N/A 100% 100% July 1-J 30 Annuall
demographics and employment changes d Rl HNE v

25Employees
N/A participated 10% of staff  [July 1-June 30 Ongoing
(26.5%)

Offer technical and regulatory training/certification
designation incentive programs for staff

Operational/Work System Performance

5. What are the agency’s actual performance levels for two to four of the agency's key
performance measurements for operational efficiency and work system performance
(includes measures related to the following: innovation and improvement results;
improvements to cycle or wait times; supplier and partner performance; and results
related to emergency drills or exercises) for the agency as a whole and for each
program listed in the agency’s Major Program Areas Chart?

Performance Measure Last Value Current Value Target Value Time Applicable | Data Source and Availability Reporting Freq.
Install Voice over IP Phones in main office 0% 100% 100% 6/2013 - 12/2013 (eSpirit (Spirit Telecom) One time
Conduct Security training sessions N/A 3sessions 4 sessions July 1-June 30 Security file Ongoing
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RESTRUCTURING REPORT

V. Key Performance Measurement Processes (cont.)

B. Most Critical Performance Measures

1. Of the key performance measurement processes listed in Subsection A., which are the
three most critical to achieving the overall mission of the agency?

Performance Measure Last Value Current Value Target Value Time Applicable | Data Source and Availability Reporting Freq.
any Licensing Data Bas
License 20insurers annually in the traditional market | Traditional 18 Traditional 24 Traditional 20 Comipany e e i
R R X ; p 07/1/13 - 06/30/14)|& ARTS Excel spreadsheet Ongoing
and 5insurers annually in the ARTS market Captive 3 Captive 9 Captive 5 .
labeled "DATABASE"
Analysis performed in accord to NAIC Traditional 174 | Traditi Traditional 174
Ay RomangED a I_ ik 2 l,twnal i 2 _I = 07/1/13 - 06/30/14|Chief Financial Analysts' Logs [Ongoing
performance manual Captive 247 Captive 247 Captive 247
On-line digital ;o
. - . Digital Platform
Communicate Insurance Related Messages Via PSAs 25 Billboards, platform 00 July 1-June 30 Annual Communications Plan Reported
And Social Media PSAs- FY 2013 1,375,000 900000 ¥ e Annually
. . impressions
impressions

C. Databases/Document Management

1) Document Imaging System —iaFolder by Teamia (oracle database).

2) TeamMate — Auditing Database by Wolters Kluwer (Microsoft SQL Express database)

3) TimeMatters — Legal Case Management System by Lexis Nexis (Microsoft SQL
Express database)

4) Individual Licensing — License &Renew producers, brokers, adjusters, bail bondsmen,
appraisers (.NET, Oracle, C#, Power Builder)

5) Company Licensing - License &Renew entities (Oracle, .NET , PowerBuilder,
Microsoft SQL)

6) Agency Licensing - License & Renew Agencies (Power Builder,.NET, C#, Oracle)

7) Company Securities — Financial Security Deposit System (Power Builder, Oracle)

8) Consumer Complaint System — Complaint & Inquiry System (Oracle, .Net,
PowerBuilder)

9) Company Taxation — Quarterly and Annual tax payments (Oracle, .NET,
PowerBuilder, C#, Microsoft SQL)

10) Broker Taxation — Broker submissions, endorsements and quarterly tax payment
System (Oracle, .Net, PowerBuilder, C#, Microsoft SQL)
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11) Continuing Education — Resident Producer CE Application ( Oracle, Web Services, C#,
PowerBuilder, Microsoft SQL)

12) Accounting System — SCDOI’s Receipts system (Oracle, PowerBuilder)

13) SERFF Web Services — Rate & Forms automated system ( Oracle,.Net, C#)

14) NIPR Licensing & Appointment Transactions - (C#, Oracle, Microsoft SQL,C#, Oracle)

D. Recommended Restructuring
Consider the process taken to review the agency’s divisions, programs and personnel to
obtain the information contained in response to all the previous questions in the
Restructuring Report (“Process”).

1. YesorNo, based on the information obtained and analysis performed during the Process,
does the agency have any recommendations for restructuring (either that it could do
internally or that would need the assistance of revised or new legislation) that would
merge or eliminate duplicative or unnecessary divisions, programs, or personnel within
each department of the agency to provide a more efficient administration of government
services?

a. Ifyes, please provide the agency’s suggestions.

The Agency does not know of any additional restructuring recommendations, at this time,
that would merge or eliminate duplicative or unnecessary divisions, programs, or
personnel within each department of the agency to provide a more efficient
administration of government services that hasn’t already been implemented.

However, during the Director’'s tenure so far, there have been some internal
restructurings of departments and personnel. Improving and expanding customer service
has been and continues to be an area of focus. The Consumer Services department often
extends service hours from 5:00PM to 6:00PM. Rates & Forms was merged with
Consumer Services, which allowed Actuarial Services to operate on its own as a deputy
area. Rates & Forms and Consumer Services reports to Kendall Buchannan. The Actuarial
Services deputy position is currently vacant and reporting to the Ray Farmer, Agency
Director. Licensing is now reporting to Benjamin I. Duncan, Director of Administration
and Taxation reports to Garth Lee Hill, Director of Financial Services. A Director of
Captives position was created to improve recruitment and development.
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SEVEN-YEAR PLAN

VI. Seven-Year Plan
A. General

1. Yes or No, does the agency have a plan that provides initiatives and/or planned actions
the agency will take during the next seven fiscal years that implement cost savings and
increased efficiencies of services and responsibilities in order to continually improve its
ability to respond to the needs of the state’s citizens?

If yes, go to Current/Recommended Actions Section.
If no, skip Current/Recommended Actions Section and go to Additional Questions.

Yes.

B. Current/Recommended Actions

1. Describe all of the actions the agency is currently taking and plans it has for initiatives and
actions during the next seven fiscal years to work to achieve greater efficiency in its
operations in order to continually improve its ability to respond to the needs of the state’s
citizens? In this description, provide the names of all personnel who are responsible for
overseeing the actions and plans.

a. (1) The DOI has plans within the next two years to move towards the NAIC's
computing system called State Based Systems (SBS). SBS is best described as a
collection of computer programs with common business applications, tools for
modeling how the entire organization works, and development tools for building
applications unique to insurance regulators. State Based Systems (SBS) is an
electronic system owned by the National Association of Insurance Commissioners
(NAIC) and enhanced in partnership with state insurance departments. The
purpose of the SBS is to provide a comprehensive, web-based application for use
by state regulators in support of insurance regulatory functions.The system is
intended to solve a regulator-wide problem, rather than a departmental problem.
SBS aims to improve the Department’s productivity and efficiency by providing
business logic support functionality. Once implemented, the Department expects
substantial savings in our Information Technology expenditures.

b. (2) The SC Department of Insurance recommends the division move to a paperless
system for renewal notices versus the current method of paper mailings.
Currently, the Department utilizes resources from the Division of Technology to
complete paper renewals. The use of an electronic notification system would be
efficient and timely. This change would minimize the preparation of the renewals,

19|Page

Does the agency already provide the information requested on this page, or similar information, in a report required by another entity?
If yes, add the appropriate information to the Similar Information Requested Chart. If the agency looks in the Excel document attached,

there is a template for the agency to complete for any questions which ask for the same information under the tab labeled, “Similar
Info Requested.”




and eliminate the cost from another agency that currently provides postage and
mailing services.

c. (3) Program staff are presently working to make the application process available
via an on-line fillable form. This will generate cost savings by producing less paper
and will increase the efficiency of the program by shortening the application
review period.

2. What are the anticipated cost savings and/or efficiencies that would be achieved by each
action?

(1) Savings are typically estimated in terms of hardware, software licenses, application
development tailored to the enterprise, and maintenance. Also, by deploying an SBS
system, the Department can significantly reduce labor and time in programming and
analysis. Further savings can be achieved in how much paper is used, while greatly
reducing mailing, handling costs and printing costs. in addition, automating paper-
based processes greatly speeds up the time it takes to perform transactions, which
results in fewer errors, rejections, and revisions and has the benefit of freeing up the
time spent by users on manual labor. DOI estimated cost savings of $50,000-$100,000.
{2) The Department anticipates a cost savings of approximately $50,000 annually. The
electronic notification will be a more efficient way to notify licensees of their biennial
renewal as it would reduce paper, postage and employee resources.
(3) This cost savings will be recognized by generating less paper, reducing the dollars
spent on the program in postage costs, as well as shortening the application review
period.

3. Is legislative action required to allow the department/agency to implement the current
or recommended actions?

a. (1) No.
b. (2) Yes.
c. (3) No.

4. |If legislative action is required, please explain the constitutional, statutory or regulatory
changes needed.
a. {1)N/A
b. (2) Legislation will need to be passed to require an email address for notification
for the following licenses: Producers, Adjusters, Appraisers, Public Adjusters,
Surplus Lines Brokers and Agencies.
c. (3)N/A

5. Describe the agency actions that will be implemented to generate the desired outcomes
for each recommendation.

a. (1) The Department’s IT programmer analysts and other staff will prepare data for
implementation.
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b. (2) The SC Department of insurance will develop a process to send renewal notices
electronically to promote efficiency and realize cost savings.

. (3) The on-line programming will be handlied in house by IT staff at the SC
Department of Insurance.

6. What is the timeline for implementation of the change and realization of the anticipated
benefits for each recommended action/change?

a. {1) The State Based Systems (SBS} is in the final phase of a multi-year project to
redesign SBS services by updating the architecture and tool set, providing
enhanced performance, stability, and scalability. This system is scheduled to be
implemented in the first half of 2016. The DOI will begin its integration and
implementation with SBS soon afterwards.

b. (2} This anticipated timeline to implement this change will be approximately 3 to
6 months following the passage of legislation. Efficiency will be realized
immediately, and savings will begin within the first month of implementation.

c. (3) The on-line form will be available to consumers by July 1, 2015. Anticipated
benefits will occur going forward from that point in time.
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SEVEN-YEAR PLAN

VI. Seven-Year Plan (cont.)

C. Additional Questions

1. What top three strategic objectives of the agency will have the biggest impact on the
agency’s effectiveness in accomplishing its mission?

a. Maintain a solvent and competitive insurance marketplace
Protect the public through effective regulatory enforcement of insurance laws

c. Promote voluntary compliance by enhancing education and outreach and customer
service

2. What are the fundamentals required to accomplish the objectives?

Having a well-trained and knowledgeable workforce to implement and regulate the
insurance laws in SC. A changing workforce demographic continues to impact the culture
of the Department as well as the external environment from which it must recruit and
train new employees. State salaries are often not competitive with those offered in the
private market. Increasing job mobility in the work-world is a significant trend that
government agencies must recognize and address as they seek to attract employees who
most likely do not envision themselves as working for one employer throughout their
career. Department employees are also being encouraged to take courses to obtain
insurance related designations and certifications to enhance their insurance knowledge
and otherwise prepare them for advancement opportunities as they become available
within the organization. Employees are being cross-trained, mentored and allowed to
shadow employees in positions in which they may have an interest. While no guarantees
of promotions or employment are made, these efforts help the Department in the event
of an unexpected absence and help prepare the employee should an opportunity become
available. As a result of these collective efforts, the Department has been able to recruit
applicants as well as retain and promote employees with significant insurance knowledge
into positions at the Department.

3. What links on the agency website, if any, would the agency like listed in the report so the
public can find more information about the agency? http://doi.sc.gov/

4. Is there any additional information the agency would like to provide the Committee or
public? None at this time.

22|Page

Does the agency already provide the information requested on this page, or similar information, in a report required by another entity?
If yes, add the appropriate information to the Similar Information Requested Chart. If the agency looks in the Excel document attached,
there is a template for the agency to complete for any questions which ask for the same information under the tab labeled, “Similar
Info Requested.”




5. Consider the process taken to review the agency’s divisions, programs and personnel to
obtain the information contained in response to all the previous questions in the
Restructuring Report and Seven-Year Plan (“Process”). State the total amount of time
taken to do the following:

a. Complete the Process 35 hours
b. Complete this Report 20 hours

6. Please complete the Personnel Involved Chart. In the Excel document attached, there is
a template to complete under the tab labeled, “Personnel Involved.” Please list the name
of all personnel at the agency who were consulted or performed work to obtain the
information utilized when answering the questions in the Restructuring and Seven-Year
Plan Report and their title and their specific role in answering the question (i.e., searched
the agency documents, asked for information because they are in charge of the
department, etc.).
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CHARTS APPENDIX

VIl. Excel Charts

Please send an electronic copy of the entire Excel Workbook and print hard copies of each of the
Charts to attach here. Please print the charts in a format so that all the columns fit on one page.
Please insert the page number each chart begins on below.

Similar Information Requested Chart Attachment
Historical Perspective Chart Attachment
Purpose, Mission Chart Attachment
Key Products Chart Attachment
Key Customers Chart Attachment
Key Stakeholders Chart Attachment
Key Partner Agency Chart Attachment
Overseeing Body Chart (General and Individual Member) Attachment
Major Program Areas Chart Attachment
Legal Standards Chart Attachment
Agency Reporting Requirements Chart Attachment
Internal Audits Chart Attachment
Personnel Involved Chart Attachment
Agency Organizational Chart Attachment
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South Carolina Department of Insurance
Organizational Chart

Governor

Agency Director

Office of
Legal, . . . Actuarial and
Legislative & Financial Services Alternative Risk Transfer
External Services

Affairs

Administration Market and Consumer
Services

Finance, Accounting,

Account Payables, . Office of Consumer Services . Financial Analysis Actuarial Services
Procurement & Taxation Legal Services
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Division of Individual Licensing and Special Licensing
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South Carolina Department of Insurance

Division of Consumer Services and Market Regulations
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Garth Lee Hill-NG

Dpty. Dir. Office of Financial

Services
Dpty. Dir. Exec. Comp

South Carolina Department of Insurance
Division of Financial Services
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Division of Financial Services
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South Carolina Department of Insurance

Office of Legal, Legislative & External Affairs
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South Carolina Department of Insurance
Division of Actuarial Services
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