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Welcome

Identity Access 
Management at AGP

Modernizing Citizen Experience 
with Digital Applications and 
Approvals

Digitizing a Forest: How 
Oklahoma Human Services is 
reducing physical paper



Chris Pellman
Manager Process Optimization



Problem

Managing user identity is a challenge for 
requesters, approvers, and set-up

1

No Central System of Record2



Paper 
Form



Proactive 
process

Eliminate 
confusion

Historical record 
with trackability

● Human Resources
● Manager Action

● Role-Based Templates
● Relatable Terminology

● Moves, Adds, Changes
● Who, When 



Human Resource Feed

● Hires
● Transfers
● Terminations

Proactive 

● Manager – Action Item
● Termination – Action Item



Role-Based Templates



Application Access Request 



Application Access Request 



Application Access Request 



Application Access Request 

Information Owner: Responsible for the approval of user access 
010: Tracks the information owner & back-up



Oracle OnBase TrackIt

APPROVEDAPPROVEDPENDING APPROVAL

SET-UP COMPLETE SET-UP COMPLETE

PENDING USER DESKTOP SET-UP

New User Approved

PENDING SET-UP

PENDING COMPLETE PENDING COMPLETECOMPLETE

NEW USER SET-UP COMPLETE



History 🡪 Approval  🡪  Set-Up 



User Record - Oracle



User Record - OnBase



Faster

Ease of use

System of record



Online Application 
for Deferral or 
Waiver of Court 
Fees

Maricopa County Clerk of the Superior Court



Ryan MacDonald
EDM Program Director
Maricopa County Clerk of the Superior Court

With more than 19 years of OnBase experience, Ryan is 
responsible for the overall management of the Enterprise 
Document Management Program for the Clerk of the 
Court's office. 

Priorities include: 

● Delivery of innovative solutions for complex content 
management and workflow initiatives

● Improving customer access via OnBase modules: 
Workflow, Unity Forms and Document Composition

● Reducing need for  in-person visits

Recent program accomplishments: 

● Online Fee Deferral & Waiver solution 
● Online Exhibit and Marriage License portals 



Online Application for Deferral or Waiver of Court Fees
Application processing and acceptance transformed from physical to electronic due to COVID-19 
pandemic.

1
Automated workflows, electronic 
forms, and integrated 
cloud-based file sharing service 
available in the Clerk’s Electronic 
Document Management System

Completed in under 1 
year

2
Increased security, 
consistency, and 
reduced time

3

Solution



Problem

70% of Family Law cases are started by individuals who are 
navigating the justice system by themselves, without the 
assistance of an attorney.

1

The Clerk’s Office continues to look for opportunities 
to mitigate the spread of COVID-19

2

Before we created the online process, litigants were limited to filing fee waiver and 
deferral applications in-person only, and 80% of these applications are for Family Court 
cases.

Manual Approval Routing via email3



Objective #1
Implement a secure online portal for 
customers to apply for waiver or deferral.  

Must include: an electronic form for data 
entry that would allow for file uploads 



Objective #2

Enable application form validations to 
minimize data entry errors, require specific 
data to be entered, and not allow for 
submissions with missing or invalid fields.



Objective #3

Ability to evaluate applications for 
automatic approval based on poverty 
guidelines. 

Routing applications that cannot be 
automatically approved to the Clerk’s 
Operations team or to Court 
Administration for assignment to a Judicial 
Officer for evaluation.



Objective #4

Once fully evaluated, the system must 
generate approved or denied orders which 
are then sent back to the applicant for 
filing with their case.



An interview style Unity 
Form was developed to be 
intuitive and include field 
level validations ensuring 
forms are filled out 
completely.

Once submitted, income 
data from the form is 
evaluated against 
published poverty 
guidelines and those that fit 
the criteria are 
automatically approved for 
deferrals.

Once approved or denied, 
OnBase composes the 
order granting or denying 
the deferral or waiver of 
court fees and is 
automatically signed by the 
appropriate approving 
authority.

Improvement #1 Improvement #2 Improvement #3

Solution







Enabled more strict 
controls over the 
entire deferral and 
waiver application 
process.

The application for deferral 
or waiver of Court fees 
went live in March of 2022. 

The Clerk’s Office receives 
more than 500 applications 
for deferral or waiver each 
month from our most 
vulnerable constituents.  

The new automated 
solution improves access to 
the court for those 
constituents who may need 
financial assistance.

Greatly improved 
accuracy of 
applicant data 
required to 
evaluate 
applications.

Automatic routing 
ensures applications 
are routed correctly 
based on poverty 
guidelines and case 
type to an available 
Judicial Officer for 
timely review.



Future
Continue to enable intuitive access to justice through simplified electronic forms and anytime 
access.

WorkView solution to 
modernize Minute Entry 

creation

Robotic Process 
Automation for automated 

docketing

Criminal Restitution Order 
Automation



Digitizing a 
Forest
How the Oklahoma Department of 
Human Services is reducing their 
physical paper



Nick Gribnau

Product Owner Document Management/Imaging

Oklahoma Dept of Human Services/ www.okdhs.org 

14 years with the State of OK ranging 
from Specialized Case Management of 
High Risk/Low income families, Training, 
Business Process Engineering to now 
Product Ownership/Management

http://www.okdhs.org
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Project overview

Previous phases

Current phase

Next phase

Virtual tour - 
Records Center

What We Learned

Room for growth

Q&A



Previous Phases

Created digital file structure for 8 of 17 DHS divisions1

Closed 44 offices by digitizing case files from 7/28/21 
- 06/01/22 (11 months)

2

● Phase 1 May 2020 – August 2020
● Phase 2 September 2020 – June 2021

Developed scan plan for closure offices and digitizing case 
files for 8 divisions and Resource/Training site for users

4

3

30 million PAGES of paper digitized in 11 months



Current Phase
● Conversion of AFS digital imaging
● Creating automated document 

routing for CSS
● Developed OCR/full-text searching 

for court documents in CWS
● Developing mobile access platform

○ Retrieval of documents
○ Digital signatures
○ On-the-go scanning/import

● System notifications for review 
process

● Live case data sync
● 10th division go-live in April



Next Phase
● Additional divisions

○ “Global docs”
○ Additional workflows/automation
○ Document barcoding

● Further development of Records Center 
Digitization

● Integration with new case management 
systems

● Legacy imaging migration
● Continued legacy data integration
● Develop larger scale document 

management/imaging team
● Envelope additional DHS divisions
● Automated retention schedule 

development/implementation ongoing



Milestones

39

● Digitized 41 Million pages since inception (4.7m Million Documents/9TB)
● Average Documents per month 143.3k (41k pg/day)
● •Created “on demand” scanning request for Records Warehouse 
● •10 Divisions ready to “LIVE” in OnBase



Records Center Conversion

Estimated 150 
million pieces of 
paper

15 staff digitizing 
and quality control

On-demand ARTS 
request

Reduction of FLOW

Specialize 
“damaged” 
documents imaging

Ongoing efforts to 
increase abilities

Digital media 
conversion



Records Center 
Virtual Tour



Digital Signatures

Room for Growth
Customer Portal

Complete 
Reconciliation

Digital 
Waste//Duplication

Buy-In of a Digital 
approach to long term 
physical dependency

Process Automation 
Vs Manual 
Processes



Raffle 
winner 1



OnBase Camp 
User Group

Coming summer 2023



OnBase Super 
User Panel

May 4, 2023



April Johnson
Director Enterprise Applications

University of North Florida

Sr. Business Systems Manager

Enovis

Shelley Lincoln Greg Woods Kim Hammers
CIO IT Business Analyst

POET POET



Raffle 
winner 2



Digital Mail 
Transformation

Lessons Learned  - How we’re getting better at difficult things



Jen Van Haute
Assistant Vice President, Administration

Central States Health & Life Co. Omaha

Bachelor’s Degree - UNK 

Secondary Education

Master’s Degree - Bellevue University 

Computer Information Systems

25 Years at CSO
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CSO Go Big or Go 
Home!!!

Why Move to 
Workflow?

Project Overview

Road Blocks

Implementation

What We Learned

How we did

What’s Next



Mutually-owned 
insurance company

90 years of 
experience 

Superior service and 
products to 

policyholders and 
business partners 

Central States Health & Life Co. of Omaha



Go Big or Go Home!

● 300+ pieces of mail handled by 
less than 20 people daily

● A pandemic
● A little Husker Spirit



Why?

1 Covid

2 Document access

3 Workforce management

4 Disaster recovery



Overview

● Identify the Goals
● Timing
● Discovery/Design



Road blocks

1 Document separation

2 What do you do when you're done? 

● The Exit Queue

3
Process business that comes 
electronically

● An innovative solution



Work from 
home worksHow did we do?

Document 
Access and 
Workforce 
Management

The proof is in 
the numbers



Future
The Future looks bright

Investment 
approvals

New account onboarding Corporate finance 
approvals



Building a Customized, 
Homegrown Records 
Management Program 
with OnBase

Allianz Life’s Journey to Sustainable Document 
Management
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The issue

False starts

The solution

Technical nuances
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The process

The outcome and 
future state

Q&A



Phil Behrens, JD
Senior Records & Information Manager

Allianz Life Insurance Company of North America

● Bachelor’s degree - Harvard University

○ Graduated with honors

● Juris Doctorate - UC Berkeley School of Law

● Former defense litigator

● Moved in-house to support contract negotiation 

and risk management

● Expertise in data privacy, cybersecurity, information 

governance, and vendor management

● Since joining Allianz Life in 2018, he successfully led 

a cross-functional, enterprise-wide initiative to 

build and implement a records management 

program that supports regulatory compliance and 

strategic information governance. 



The Issue

Increasing US and international regulations around 
information governance require a robust records management 
program.

1

In 2018, Allianz Life had limited records 
management capabilities and a history of starting 
and stopping RM projects.

2

GDPR forced our hand and required creation of a 
sustainable records and information management 
program.

3



Background

We have a hoarding problem. Why 
are we doing this?



Goals

Identify Information Owners and Relevant Documents1

Develop governance framework and oversight2

Implement deletion routines on NAS and in email3

Apply retention to relevant IT systems4

Implement offsite storage governance and 
destruction5

Coordinate M365 retention transition and 
training6



Issues Solutions

Massive Enterprise Scope

Lack of Taxonomy Direction

Ownership

Holds and Deletion

Vendor Performance

Reasonable, Risk-Ranked Milestones 

Standardized OnBase Taxonomy

Records Custodian Model

Due Diligence + Technology + 
Oversight/Monitoring

SLAs + Removal of Subcontractor + 
TCS Support

Progress so far, lessons learned



The Solution(s)

● Deployed with OnBase v18
● Defined Allianz Life Record Retention Schedule; this document defines the overview and Retention Codes, 

Number of Years for Retention and if there is keyword trigger
● Defined 6 standard document types to be used for each area/department as shown below:

○ Controls & Evidence
○ Process & Procedures
○ Project Records
○ Reports
○ Tools & Templates
○ Training

● Please note: These standard 6 documents types were a starting point, we did allow other types to be 
created as needed



The Solution(s)
● Created corresponding Document Types for each area/department (700+)

○ Assigned standard keywords:
■ Document Name
■ Description
■ Information Classification
■ MAIL From Address
■ MAIL To Address
■ MAIL Subject
■ MAIL Date
■ MAIL Attachment Name
■ MAIL Attachment Count
■ MAIL Message ID
■ Retention Code
■ Retention Date



Records Custodian Overview

**Minimum of two custodians per area (primary and backup)

Fewer Users

Formalized Process

Gatekeepers

Lower License Cost

Accuracy & Consistency

Efficiency

Less Business Disruption

Records Custodians: designated individuals in each business area responsible for archiving relevant 
documents



Technical Nuances

Added Document Retention to each Document 
Type with the following settings:



Technical Nuances

Created Document Retention Processor 
for each Document Type with the 
following settings:



Technical Nuances

● Created Lifecycle
○ Initial Sort based on Retention Code
○ After Initial Sort, document sent to queue based on Retention Code, Number of Years for 

Retention, Keyword Trigger
○ Lifecycle queues are set to run approximately once a day; If all requirements are met, 

retention date is set on the document and document is removed from workflow; If all 
requirements are not met, document stays in the queue until they are met.

● Corresponding scripts have been created based on the Document Retention Codes that will 
determine/set the Retention Date on each document.

● Once the documents have been run through the Members of the Records Management team 
have access to run the Purge Processor(s).  The purge processors can be scheduled or run 
manually. Once the document is purged, it created a Certificate of Delete and the document 
cannot be recovered.



The Process

71

● Developed and deployed all OnBase taxonomies
● Identified and trained over 250 Records 

Custodians
● Collected over 100 due diligence inventories
● Resolved persistent technical issues
● Provided regular communications
● Trained over 60 individuals to use OnBase
● Project’s strategy and approach validated 

through Practice Audit
● Began quarantine of documents 10+ years old 

on network drives
● Activated quarantine routines for over 75% of 

business areas 
● Quarantined nearly 50 million stale files (30 TB) 

● Executed comprehensive enterprise-wide 
communication strategy

● Implemented records management program 
governance

● Developed OPEX blackbelt strategy for 
offsite storage remediation in 2022 

● Partnered with M365 team to embed AZL 
records management requirements in M365

● Remained on track for input management 
audit milestones

2020 Accomplishments 2021 Accomplishments



The Process

72

● 100% compliant with Parent Company requirements
● Rated “Excellent” by Parent Company Document Management (only 5 of 62 OEs currently 

ranked Excellent)
● Remediation:

○ Outlook 3+ deletion complete (1.2TB)
○ Quarantine deletion in progress (1TB)
○ Offsite Storage destruction in progress (20,822 of 54,922 boxes; 32,659 reviewed to 

date)
○ Quarantined over 55 million stale files (32%)*; 50TB (23%)*

● Closed Handling of Paper Documents audit issue 
● On track for closure of deletion routines audit issue by year-end
● SharePoint cleanup in progress in anticipation of migration to SharePoint Online (M365)
● Records management best practices are now operationalized in business areas
● Program is ready for BAU (governance, controls, technology, and communication)



The Outcome
Manage Scanning Tool SME (Offshore) and budget; Manage Vendor Relationship; 
Coordinate Automated Deletion (NAS & SharePoint); M365 RIM CapabilitiesTechnical

ASIDM Compliance; Record Retention Schedule; Legal Hold Management; Legislative 
Tracking; Deletion Functional Rule; Access Reviews; Subsidiary Oversight; Training Governance & Oversight

Communications; Records Custodian Tracking; Exceptions and Extensions; Training; 
Resources Page; Records Custodian Desktop Procedures; Quarantine RecoveryBusiness Support

Inventories; Destruction; Vendor Governance; Training; Cost/Benefit Analysis; Annual 
Business Area Inventory Review; On-Site Box Review; Zasio ManagementOffsite Storage

Track, Analyze, and Report on Remediation Activities Across Platforms; P&R Reporting; 
Maintain Evidence of Deletion Activities; Audit Remediations  Analysis & Reporting

System Ownership and Approvals; Access Management; Deletion Activities; Partnership 
with Technical Team for Taxonomy Management; System EnhancementsOnBase 

Strategic Partnership and Projects with Privacy, InfoSec, IAM, & SVM; Data Maps and 
Flows; Remediation of System Data (Databases); Strategic Initiative PlanningInformation Governance Strategy 73



Future State

74

● Mature Program
● Leverage OnBase upgrades for advanced reporting and analytics
● Leverage GRaaS solution to link OnBase and Iron Mountain Policy Center 
● Integrate OnBase functionality with M365 environment
● Manage OnBase Cloud migration and corresponding records management requirements
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DataBank 
Support Panel

May 4, 2023



Brigette Staack
Senior Support Engineer/PS 
Intern Manager

Support Engineer

Erik Spitz DJ Powell Sean Mullally
Support Engineer SaaS Technical Engineer



Mike Askren
AVP, Product Management

Hyland

Insert more about you
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Thank you


