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SAIF
Since 1914, SAIF has taken care of injured workers,
helping people get back to work and keeping rates
low by focusing on workplace safety. The mission of
this not-for-profit workers’ compensation insurance
company is to make Oregon the safest and healthiest
place to work.

THE CHALLENGE
Meeting evolving customer needs in a digital world
Facing significant recent changes in the marketplace,
including prolific advancements of startups and digital
transformation innovations in incumbent carriers, Ken
Collins, chief information officer at SAIF, is committed
to successfully addressing today’s evolving datadriven challenges — and leveraging the right emerging
technology to further the mission of the organization.
“Our customers need us to respond to their needs
quickly. Whether you’re a company trying to start a new
business or you’re an injured worker trying to figure out

what’s going on with your claim, it’s important for us to
be able to provide our customers with information when
they need it,” said Collins.

Reducing dependence on custom development
opens up optimization opportunities
Rather than maintaining technology that requires
custom development, SAIF is moving to platforms that
enable IT teams to rapidly configure solutions that meet
the evolving needs of the marketplace — including user
expectations of speed and mobile access to information.
“We want our internal efforts to focus on what makes
us special and different while we leverage existing,
extensible systems from vendors for the more
commodity functions,” Collins said.
Continually improving SAIF’s service capabilities means
delivering new data-driven solutions that improve
communication, collaboration and customer experiences.
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THE SOLUTION
When evaluating content services platforms to enable
SAIF’s business units to modernize capabilities —
including data and document accessibility, automation,
integration, electronic document collaboration and
mobility — SAIF chose OnBase, in large part because
of its low-code and extensible integration capabilities.
To Scott Clark, technology architecture supervisor at
SAIF, these are key components for moving forward
with rapid application development.
“We knew from the very beginning, for example, that
OnBase and Guidewire had a strong integration that was
going to save us effort and time in implementing both
systems. It’s certainly saved us a ton of effort. Things that
we would have to build or have built by consultants are
no longer necessary — because they’re out-of-the-box;
we have integrations, we have accelerators,” Clark said.

“ To take the vendor relationship and truly make it a partnership means
that we need to understand our vendors and we need our vendors
to understand us, our needs and our goals. We’ve had great success
working with Hyland, and continue to move forward on our initiatives.”
 en Collins
K
Chief Information Officer, SAIF

With a strong commitment to leveraging emerging
digital capabilities, and by migrating to Hyland content
services platform OnBase for electronic document
and data workflows, SAIF has transformed business
processes across the organization, including claims,
third-party, portfolio and business analysis divisions,
among others.
The path forward was not always a straight line, but
what illuminated the way forward was SAIF’s strong
partnership with Hyland Global Services.

Overcoming early challenges together yielded a
partnership built on shared goals and outcomes
The first project was a document conversion project
for claims, SAIF’s biggest division by far, and the teams
encountered some challenges. To begin with, the
SAIF and Hyland teams needed to convert 42 million
documents to OnBase from a system that had been in
place for more than 15 years. The project scope also
included large-scale optimization of complex taxonomy.
“We made a lot of changes between the old system
and moving to OnBase. There’s no question it was a
challenge for the conversion and our users,” said Clark.

Remote team collaboration and successful change
management for a highly-tenured, 500 person
workforce — used to working a certain way for 20
years in some cases — also presented challenges.
“I think we just underestimated the level of work that it
would take. And building that new partnership with the
Hyland team is something we might not have invested
enough time in in the beginning. We found ourselves
in some challenges midway through the project. But
both teams just came together.” said Brigitte Hamilton,
director of portfolio and project management.
After a successful go-live for the claims project, the
teams conducted a deep retrospective review of the
project. They focused on what went well, where they
could improve and collectively determined how to move
forward into the next set of projects that were outlined.
“One of the fundamental things that I believe we did
in that retrospective was to reset our client vendor
relationship to truly be a partnership. It’s crucial to be
able to have frank conversations with our partners...
to communicate effectively and honestly,” Collins said.

And the subsequent conversion projects? Clark shared,
“It was just an amazing turnaround from the first project
to the second project. Such a good shift. And these
things are really difficult, really complex, but in the
second one it didn’t feel that way. We really had it nailed.”

Paperless automated workflows reduce timeframes
for complex processes, improving service
Before going paperless for many SAIF business areas,
hundreds of SAIF’S internal business partners were
printing paper and creating packets of paper to work
and deliver to external parties. With OnBase, now
they’re able to run the queries, select the documents
that they want and have that electronic document
packet that they can send to their customers. They also
now have an exact electronic record of what was sent.
“So what used to take a day is happening in minutes.
It has been a huge benefit to our internal partners and
our external customers. They’re getting much needed
information quicker and in electronic format, which
they’ve been wanting for quite some time,” said Hamilton.

Access to documents anywhere, any time
“Being able to have the adjusters work from home and access documents
immediately, and being able to create an excellent customer experience really
helps both injured workers and policyholders. This was the motivation in going
paperless,” said Brad Vinson, third party recovery managing attorney.
And when insureds needing to quickly submit a workers’ compensation claim ask
if SAIF can send documents to them via email instead of mail, the answer is yes.
“Our turnaround time to our customers is much faster because of the queues and
workflows that we’ve implemented with Hyland, from setting up a claim to getting
information back out to providers or employers that we service — or even injured
workers,” said Jen Ragan, claims portfolio manager at SAIF.

Sharing best practices for successful outcomes

“ So what used to take a day is
happening in minutes. It has
been a huge benefit to our
internal partners and our external
customers. They’re getting
needed information quicker and in
electronic format, which they’ve
been wanting for quite some time.”
Brigitte Hamilton
Director of Portfolio and Project Management. SAIF

“The Hyland staff is so willing to share information. It’s not just, ‘I’m just going to
build this or do this configuration for you.’ They are open to teaching our team.
So that just makes our team stronger. We don’t have to take the time to teach
ourselves,” Hamilton said.
The Hyland team also advised on change management practices specific to the
SAIF environment.
“Hyland is definitely committed to SAIF’s success. We have a partnership from
our technical consultants and project managers through the program managers
all the way up to even the executive leaders within Hyland. At every level we have
somebody that I can talk to or we have somebody from SAIF who can talk to
Hyland, and I feel like it’s really a strong relationship,” Clark said.
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