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ORC HISTORY

With the passage of House Bill 1228 during the 2015 Legislative Session, the Obligation Recovery

Center was created within the Bureau of Administration. The legislation became effective on July
l,2015. It is codified in SDCL 1-55.

To initiate the project, the Bureau of Administration contracted with CGl Technologies and
Solutions, Inc. based in Fairfax,Virginia to manage the ORC.

The Obligation Recovery Center, under the direction of the Bureau of Administration, enters into
a Memorandum of Understanding (MOU) with State Government agencies that utilize its services.

As of July 1,202 MOU’s have been signed with 23 agencies of government.



FY202 1 HIGHLIGHTS
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COVID-19
Legislation — Senate Bill 59

ORC Management Change
Third-Party Collection Agency Change



COVID-19 ORC IMPACT

» COVID - The ORC modified several if its practices to assist
customers

= Ceased notification process for the suspension of hunting licenses
and motor vehicle registrations for two months.

=  Worked closely with debtors impacted by the pandemic to establish
acceptable payment terms.



NEW LEGISLATION

Legislation — Senate Bill 59

Revises the funds to pay the ORC management company from
general to other funds.



ORC TRANSITIONS

» ORC management - Reliant Capital Solutions headquartered in
Columbus, Ohio selected.

» Transition Timeline

- Reliant Capital Solutions Selected — September 2020
- ORC transition between CGIl and Reliant — October & November 2020
- Reliant Capital Solutions officially becomes ORC manager — November |6t 2020
" Request for Proposal, third party collection partners — March 2021
. Third party collections partners selected — May 2021
= Virtuoso Sourcing Group — Denver, Colorado
= HS Financial Group — Cleveland, Ohio



WHO |IS RELIANT?

» Accounts Receivable Management company
headquartered in Columbus, Ohio

= http://www.reliantcapitalsolutions.com

» Dedicated to professional, ethical and respectful
conduct throughout the recovery process

> https://www.youtube.com/watch?v=rbb3Hw9zv
ok



http://www.reliantcapitalsolutions.com/
https://www.youtube.com/watch?v=rbb3Hw9zvok

YEAR OVER YEAR PERFORMANCE

Annual Recoveries — Last 4 Years
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FY2021 PERFORMANCE

FY 2021 Recoveries by Top Ten Agencies
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FY2021 PERFORMANCE

> New Referrals

. FY 2020: 27,868 Accounts totaling $21.7 Million
. FY 2021:24,493 Accounts totaling $20.6 Million
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CUSTOMER ENGAGEMENT STRATEGY

»  Focuses on outbound calling instead of letters

> Improves:

Customer Service by offering giving the customer the ability to immediately ask questions to an expert

Collection Performance by immediately discovering a way to bring the customer into compliance

Customer Outcomes by educating the customer to get them into compliance by paying in full or with
manageable payment plans (See Payment Plan Strategy)

»  Why is this important and valuable?

: Customers: More compliance means more customers are not affected by more adversarial actions (such
as revoking a license)

- State Agencies: More compliance dollars and more customers going to school, maintaining jobs, and paying
taxes (compliant people have higher economic activity)

- For everyone: A realization that everyone is paying their fair share



CUSTOMER ENGAGEMENT STRATEGY
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PAYMENT PLAN STRATEGY

»  When payment in full isn’t achievable what does the ORC do!?
»  ORC approach to establishing & maintaining payment plans

: Customers who can continue to live their life have a greater chance of becoming fully compliant
. Educating customers is the key
. Checking in at least every |2 months allows changes based on present financial situation
. Customers can call in any time to request changes if their situation changes
»  What is the value to the State and the Customer?
. Compliance means more money for the state agencies and more customers taking advantage of

their opportunities

. Everyone pays their fair share



PAYMENT PLAN STRATEGY

Account Resolutions
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DUE PROCESS HEARINGS

Customer education about the purpose of a hearing

Fiscal Year # of Debts | # of Hearings | # of Hearings | # of Hearings
Referred to Requested Adjudicated | Dismissed or
the ORC Withdrawn
24 12 12

2017 63,336

2018 28,800 20 |7 3
2019 30,217 2 I I
2020 27,868 15 9 6
2021 24,493 2 0 2



WHAT’S NEXT?

»  Bringing 2 new third-party collection agencies into the ORC

" Centralized platform

= Better Customer Experience

= Enhanced Data Security

»  State Agency Participant Training

Provide State Agency staff various Collection Training Opportunities

: Develop Desk User Guide
»  Work with State Agency Participants to Develop Strategy

: Regular Portfolio Analysis and Operational Evaluation

: Assess Portfolio Collectability (added focus on accounts over 2 years old)

: Work with State Agency to develop strategy for successfully collecting and/or closing accounts
: Prioritize and organize specific collection projects



QUESTIONS
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