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Agency Mission

To safeguard the integrity of the transactions entrusted to the Department
of Financial Services and to ensure that every program within the
Department delivers value to the citizens of Florida by continually
improving the efficiency and cost effectiveness of internal management
processes and regularly validating the value equation with our customers.
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GoaLs

1) Combat Fraud, Abusive Business Practices, and Excessive Regulation

2) Foster Open Government Through Financial Accountability and
Transparency

3) Promote a Customer-Focused Culture and Strengthen Efficiency

4) Equip First Responders with the Training and Tools Necessary to
Protect Floridians
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Objectives

1) Effectively Manage Regulatory Activities

2) Conduct Successful Investigations

3) Responsibly Steward Taxpayer's Funds

4) Promote Transparency Through Technology

5) Enhance Customer Experience
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Agency Service Outcomes and Performance Projection Tables

1) Combat Fraud, Abusive Business Practices, and Excessive Regulation

Objective 1: Effectively Manage Regulatory Activities

Office of the General Counsel: Legal Services:
Outcome 1 1 1: Percentage of Closed Files Involving Allegations of Statutory Violation That Were
Successfully Prosecuted

nggell(i)l;; ! FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
92% 92% 92% 92% 92% 92%
Division of Accounting and Auditing:
Outcome 1-1-2: Number of Contracts Reviewed
FY2012-13
Baseline FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
1,100 1,100 1,100 1,100 1,100 1,100

Division of State Fire Marshal: Compliance and Enforcement
Outcome 1-1-3: Percentage of Fire Code Inspections Completed within Statutorily Defined Timeframes

ngggﬁén FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
100% 100% 100% 100% 100% 100%

Division of Funeral, Cemetery and Consumer Services:
Outcome 1-1-4: Percentage of Funeral Establishment Inspections That Do Not Require Quality

Control Follow-Up

FY200795 | Py2023-24 | FY202425 | FY202526 | FY202627 | FY2027-28
72.65% 98% 98% 98% 98% 98%

Outcome 1-1-5: Percentage of Deficiency Letters Sent Out within Five Business Days of Receiving the

Application
nggelnié 3 FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
88% 88% 88% 88% 88% 88%

Objective 2: Conduct Successful Investigations

Division of Agent and Agency Services
Outcome 1-2-1: Average Direct Cost of Investigations Operations per Completed Investigation

Fgﬁgellzﬁég FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
$935 $1,100 $1,100 $1,100 $1,100 $1,100
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Outcome 1-2-2: Average Number of Investigations Completed per Investigator

nggelli;zo FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
100 100 100 100 100 100

Division of Public Assistance Fraud:
Outcome 1-2-3: Dollar Amount of Benefits Withheld, Saved and Recouped as a Percentage of Public

Assistance Fraud Annual Budget

nggezl(i)l;gl FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
500% 500% 500% 500% 500% 500%
Investigative and Forensic Services: Fire and Arson Investigations
QOutcome 1-2-4: Percentage of Arson Cases Cleared
nggelhzﬁ? FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
20% 20% 20% 20% 20% 20%
Investigative and Forensic Services: Forensic Services
Outcome 1-2-5: Lab-Case Turnaround Time
FY2021-22
Baseline FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
10 days 10 days 10 days 10 days 10 days 10 days
Investigative and Forensic Services: Insurance Fraud
Outcome 1-2-6: Percentage of Referrals that Result in Opened Cases
nggezhlrﬁz FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
10% 10% 10% 10% 10% 10%
Investigative and Forensic Services: Insurance Fraud
QOutcome 1-2-7: Percentage of Opened Cases That Result in Presentations
nggezhlrﬁz FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
46% 46% 46% 46% 46% 46%
Investigative and Forensic Services: Office of Fiscal Integrity
Outcome 1-2-8: Percentage of Referrals that Result in Opened Cases
nggezhllﬁz FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
34% 34% 34% 34% 34% 34%
Investigative and Forensic Services: Office of Fiscal Integrity
Outcome 1-2-9: Percentage of Opened Cases That Result in Presentations
nggezhlﬁzz FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
24% 24% 24% 24% 24% 24%
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2) Foster Open Government Through Financial Accountability and Transparency

Objective 3: Responsibly Steward Taxpayer's Funds

Division of Treasury: Deposit Security
Outcome 2-3-1: Percentage of Collateral Administrative Program Transactions Completed within Three

Business Days

nggelhll;éz FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
97% 97% 97% 97% 97% 97%

Outcome 2-3-2: Percentage of Analyses of the Qualified Public Depositories Analyses Completed
within 90 Days of the Start of the Analysis Cycle

nggelhlr;éZ FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
100% 100% 100% 100% 100% 100%

Division of Treasury: State Funds Management and Investment

Outcome 2-3-3: Percentage of Core Accounting Processes That Meet Established Deadlines and
Standards for Accuracy

nggelhll;éz FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
98% 98% 98% 98% 98% 98%

Outcome 2-3-4: Percentage by Which the Treasury’s Investment Pool Exceeded the Blended Benchmark

for a Rolling, Three-Year Period

Fﬁéigelhll;;Z FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
0.2% 0.2% 0.2% 0.2% 0.2% 0.2%
Division of Risk Management:
Outcome 2-3-5: Average Loss Adjustment Expense per Claim Worked
nggellisr;é6 FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
$1,850 $1,850 $1,850 $1,850 $1,850 $1,850
Division of Rehabilitation and Liquidation:
Outcome 2-3-6: Percentage of Service Requests Closed within 30 Days
nggellizr;é?) FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
80% 95% 95% 95% 95% 95%
Division of Agent and Agency Services
Outcome 2-3-7: Cost of Licensing Operations per Active License
nggelnzﬁf FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
$2.96 $2.80 $2.80 $2.80 $2.80 $2.80
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Division of Florida Planning, Accounting, and Leger Management
Outcome 2-3-8: Percentage of Time That the Solution Application in the Production Environment(s) are
Available for Access and Use by their Intended Users

nggezhll;gz FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
99.70% 99.70% 99.70% 99.70% 99.70% 99.70%

3) Promote a Customer-Focused Culture and Strengthen Efficiency
Objective 3: Responsibly Steward Taxpayer's Funds

Division of Administration:
Outcome 3-3-1: Administrative Costs as a Percentage of Total Agency Costs

FY2010-11 FY2023-24 | FY2024-25 | FY2025-26 | FY2026-27 | FY2027-28
Baseline
5% 5% 5% 5% 5% 5%

Objective 5: Enhance Customer Experience

Division of Information Systems:
Outcome 3-5-1: Percent of Scheduled Hours Computer and Network is Available

ngggigl;gg FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
99.95% 99.95% 99.95% 99.95% 99.95% 99.95%

Outcome 3-5-2: Percentage of Internal Customers who Returned an Information System’s Customer Service
Satisfaction Rating of at Least Four (4) on a Scale of One (1) to Five (5) on Surveys

ngge(ijgrlgg FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
95% 95% 95% 95% 95% 95%

Office of Insurance Consumer Advocate:
Outcome 3-5-3: Percentage of Referred Cases Responded to and/or Transferred within Three (3) Business

Days of Receipt
nggell(i)r;é ! FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
90% 95% 95% 95% 95% 95%

Outcome 3-5-4: Percentage of Rate Filings Subject to Public Hearing Which Were Reviewed by
Our Office

nggelliéé‘ FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
95% 95% 95% 95% 95% 95%

Division of Information Systems: FLAIR Infrastructure
Outcome 3-5-5: Percentage of Scheduled Hours Computer and Network is Available

ngggi;gg FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28

95% 99% 99% 99% 99% 99%
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Division of Treasury: Supplemental Retirement
Outcome 3-5-6: Percentage of State Employee Participation in the State Deferred Compensation Plan

nggelhlr;éz FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
40% 40% 40% 40% 40% 40%

Division of Unclaimed Property:
Outcome 3-5-7: Percentage of Claims Processed within 60 Days from Date Received (Cumulative Total)

nggé?ﬁgl FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
60% 60% 60% 60% 60% 60%

Division of Consumer Services:
Outcome 3-5-8: Percentage of Helpline Call and Service Request Audits That Result in Quality Service

nggelligrﬁo FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
95% 95% 95% 95% 95% 95%

Outcome 3-5-9: Percentage of Answered Phone Calls That are Answered within Four Minutes

nggezl(i)rﬁl FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
80% 80% 80% 80% 80% 80%
Outcome 3-5-10: Cost of Service Requests Operations Per Service Request Completed
nggezl(i)rﬁl FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
$89.39 $116.53 $116.53 $116.53 $116.53 $116.53

Division of Workers’ Compensation:

Outcome 3-5-11: Percentage of Overall Accepted Claims Electronic Data Interchange (EDI) Form
Filings
Fﬁéigelhll;;Z FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28

76% 82% 82% 82% 82% 82%
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4) Equip First Responders with the Training and Tools Necessary to Protect

Floridians

Objective 1: Effectively Manage Regulatory Activities

Division of State Fire Marshal: Professional Training and Standards

QOutcome 4-1-1: Percentage of Fire College Students Passing Certification Exam on First Attempt

Fﬁéigelhlﬁ;Z FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
75% 75% 75% 75% 75% 75%
Division of State Fire Marsal: Administrative and Support Services Qutcome
4-1-2: Administrative Costs as a Percentage of Program Agency Costs
nggell?rﬁo FY2023-24 FY2024-25 FY2025-26 FY2026-27 FY2027-28
5.70% 5.70% 5.70% 5.70% 5.70% 5.70%
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PROGRAM AUTHORITY AND PRIMARY RESPONSIBILITIES

Programs and
Statutes
Office of the Chief

Description

Serves DFS and its stakeholders with necessary support.

Financial Officer » Office of Chief of Staff
and Administration » Office of Inspector General

» Division of Administration

» Office of General Counsel

» Office of Information Technology

» Office of Insurance Consumer Advocate
Treasury Ensures that state monies, employee deferred compensation contributions, state
(Division of and local governments’ public funds on deposit in Florida banks and savings
Treasury) associations, and cash and other assets held for safekeeping by the CFO are
Chapters 17 and 280, | adequately accounted for, completely invested, and protected. Responsible for:
F.S. as well as Section » deposit security (collateral management);
112.215, F.S. » funds management and investment; and

» deferred compensation (supplemental retirement program).
Financial Promotes financial accountability for public funds throughout state government
Accountability for and provides Florida’s citizens with comprehensive information about how state
Public Funds funds are expended. Responsible for:
(Division of » providing the public with timely, accurate, and comprehensive
Accounting and information on the financial status of the state, its component units, and
Auditing) local governments;

Chapters 17, 215 and
216, F.S.

» auditing disbursements and other financial transactions; and
» providing state employee payroll services.

Financial
Accountability for
Public Funds
(Division of
Unclaimed Property)
Chapter 717, F.S.

“Stands in the shoes” of property owners and protects their rights by taking
custody of their lost, abandoned and unknown assets, safeguarding and
returning them to the rightful owners or heirs. Responsible for:
» identifying, recovering, receiving, and safeguarding unclaimed property
data and assets received from holders;
» performing outreach, education, assistance to holder and holder-related
organizations, including examinations and audits;
» receiving, evaluating and processing claims from citizens and businesses;
and
» disbursing all claims and expense payments from the Unclaimed Property
Trust Fund, managing the trust fund balances and budget.

Fire Marshal
(Division of State
Fire Marshal)
Chapters 552, 554,
633, and 791, F.S.

The Division is responsible for:
» licensing and registrations;
» inspections and plans reviews; and
» professional standards, training, and state firefighter certification.

State Property and
Casualty Claims
(Division of Risk
Management)
Chapter 284, F.S.

Ensures that state agencies are provided quality insurance coverage at reasonable
rates. Provides to all state agencies:
» self-insurance program with coverage for workers compensation, general
liability, property insurance and others;
» claims handling services; and
» technical assistance in loss prevention and managing risks.
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Programs and
Statutes

Licensing and
Consumer
Protection (Division
of Rehabilitation and
Liquidation)

Chapter 631, F.S.

Description

Serves as the court-appointed receiver of financially impaired or insolvent
insurance companies that are placed into receivership. Responsible for:
> Rehabilitation: The Division takes actions to remedy the problems and
conditions that necessitated the receivership.
» Liquidation: The Division collects all assets of the company and
distributes the assets in accordance with statutory priorities.

Licensing and
Consumer

Protection (Division
of Agent and Agency
Services)

Chapters 624, 626,
627, 632, 634, 635,
636, 641, 642, and
648, F.S.

Protects the public by licensing individuals and entities and investigating alleged
violations of law. Responsible for:
» licensing and appointment of individuals and entities authorized to
transact insurance in Florida; and
» investigating alleged violations of the Florida Insurance Code.

Licensing and
Consumer

Protection (Division
of Consumer
Services)

Subsection
20.121(2)(h), F.S.

Provides education, information and assistance to consumers for all products or
services regulated by DFS or the Financial Services Commission. Responsible
for:
» providing information to consumers about insurance-related topics; and
» serving as a mediator between consumers and insurance companies.

Licensing and
Consumer

Protection (Division
of Funeral, Cemetery
and Consumer
Services)

Chapter 497, F.S.

Protects consumers from illegal practices in the death care industry. Responsible
for:

licensing and regulation of death care businesses and professionals;
investigating licensees based on consumer complaints;

conducting annual inspections of licensed cemeteries and other entities;
providing customer service regarding death care industry questions; and
serving as the home office for the Board of Funeral, Cemetery, and
Consumer Services.

VVVYVYY

Licensing and
Consumer

Protection

(Division of Public
Assistance Fraud)
Section 414.411, F.S.

The mission of the Division of Public Assistance Fraud (PAF) is to investigate
fraud and abuse in the Florida administered public assistance programs. The
areas of investigative activity for the PAF unit include:

» program recipient investigations (eligibility fraud);

» trafficking investigations of SNAP EBT benefits (both program recipients

and retail food stores);
» Office of Early Learning (OEL) School Readiness program fraud; and
» DCF ACCESS and OEL School Readiness program employee fraud.
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Programs and
Statutes

Workers’
Compensation
(Division of Workers
Compensation)
Chapter 440, F.S.

Description

Regulates employers, insurers, and health care providers; educates and informs
all stakeholders of their rights and responsibilities; leverages data to deliver
exceptional value to our customers and stakeholders; and holds parties
accountable for meeting their obligations. Responsible for:

>

VVVYVYY

auditing insurers to ensure they provide prompt and accurate benefit
payments to injured workers;

ensuring that employers secure workers’ compensation coverage;
collecting trust fund assessments;

assisting injured workers in obtaining benefits;

collecting proof of coverage, medical, and claims data; and
resolving reimbursement disputes between health care providersand
insurers.

Division of
Investigative and
Forensic Services
Sections 626.989,
633.116 and 17.04,
F.S., and 69D-5.001
F.A.C.

Protects Florida's citizens, businesses and consumers from persons who commit
arson and explosives, financial, and insurance fraud crimes. Responsible for:

VVVYYY

performing fire, arson and explosives investigations;
providing forensic laboratory services;

investigating suspected insurance and financial fraud,
issuing public information announcements;

training insurers to help deter and combat fraud; and
investigating misuse of state funds.
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1)Combat Fraud, Abusive Business Practices, and Excessive
Regulation

Objective 1: Effectively Manage Regulatory Activities
Office of the General Counsel: Legal Services

Office of the General Counsel (OGC) provides legal counsel and representation for the Chief Financial
Officer and the Department with respect to constitutional, statutory, and regulatory responsibilities in
administrative and court proceedings. OGC provides legal counsel on issues of statutory interpretation,
prosecutes licensees for statutory violations, prepares and promulgates administrative rules, and assists
Department staff in all legal matters. The OGC expects to successfully prosecute 92% of allegations of
statutory violations each year through Fiscal Year 2025-26 and does not anticipate significant fluctuations
in demand. Barring significant changes in the operating environment, the OGC does not anticipate any
incremental fiscal implications.

Division of Accounting and Auditing

Bureau of Auditing (BA)

The BA ensures that contracts and grant agreements contain a (1) scope of work and measurable
deliverables; (2) remedies for non-performance; (3) the statutory requirements in Chapters 215, 216,
and 287, F.S.; and, when applicable, (4) the Office of Management and Budget’s federal grant reporting
requirements. The Division expects to review 1,100 contracts every year through FY

2026-27. Unless there are significant changes in the operating environment, an incremental fiscal
impact is not anticipated.

Division of Funeral, Cemetery and Consumer Services (DFCCS)

The DFCCS regulates approximately 10,000 death-care industry licensees. Part of its regulatory
responsibilities include inspecting licensed cemeteries and facilities, investigating

referrals and processing new and renewal applications. More than 3600 new and renewal licenses
applications are received each year, and approximately 1700 licensees must have their

facilities inspected every year by DFCCS staff. The DFCCS is committed to safeguarding

the integrity of the state’s death-care industry for consumers through increased use of
technology, data sharing, advanced data analytics, and standardized business processes.
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Objective 2: Conduct Successful Investigations

Division of Agent and Agency Services

Bureau of Investigation (BI)

In Fiscal Year 2021-22, the BI received complaints against individual licensees, insurance agencies and
unlicensed persons, resulting in 3,072 opened investigations and 3,184 completed investigations. These
investigations were conducted by 31 investigators located in offices throughout the state. A total of 484
investigations resulted in formal disciplinary action, such as license suspension, revocation, probation,
restitution and/or administrative fines. The BI also referred 39 completed cases for criminal
prosecution. These efforts will continue to ensure a more secure insurance purchasing environment

To further ensure compliance with Florida laws and to protect consumers, the Bl continues to take a
proactive investigative approach by mining criminal court records and disciplinary action data. Of the
investigations opened during FY 2021-22, more than half were initiated by the bureau utilizing
technology and valuable databases. These proactive procedures enabled the BI to uncover more
licensee misconduct. For each fiscal year through FY 2027-28, the Bl expects the average investigator to
complete 100 investigations and forecasts the direct cost for each investigation will be $1,100. Barring any
unforeseen changes in the operating environment, such as a hurricane that shifts investigator focus,
neither measure is expected to contribute to incremental fiscal impacts.

Division of Public Assistance Fraud
The mission of the Division of Public Assistance Fraud (DPAF) is to investigate fraud and
abuse in state-administered public assistance programs. The DPAF is Florida’s only agency
with the statutory authority to expressly investigate public assistance programs under Chapters
409, 411 and 414, F.S. On the state level, the DPAF partners with the Department of Children
and Families (DCF), the Agency for Health Care Administration, the Department of Health,
and the Department of Education’s Division of Early Learning (DEL). The DPAF’s federal
partners include the Department of Agriculture’s Food and Nutrition Service, the Department
of Agriculture’s Office of Inspector General, and the Social Security Administration’s Office
of Inspector General. The DPAF investigates fraud
committed by recipients, program employees, merchants and contractors. Successful investigations
are referred to the appropriate state attorney for criminal prosecution or to the Office of Appeal
Hearings for administrative disqualification.

The areas of investigative activity for the DPAF unit include:
 Program recipient investigations (eligibility fraud);
* SNAP benefit trafficking investigations (recipient and retailer/merchants);
e School Readiness program and Voluntary Pre-K program fraud (recipient,
program administrators and daycare providers);
e DCF or DEL employee fraud (committed against ACCESS programs or School
Readiness/VVPK programs); and
e Under special agreement with the Social Security Administration, Social Security
disability fraud investigations that include state-administered food stamp and
Medicaid benefits.
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Over the past year, the DPAF primarily used its full-time investigators to conduct criminal
investigations and used its OPS members to support DCF disqualification referrals. That
strategy will continue in FY 2022-2023 as cases investigated with a view toward referral to
state attorneys for criminal prosecution represent the core of the DPAF mission. However,
the Division may utilize its OPS members to conduct criminal investigations as well if the
need arises. The Division expects the measure concerning return on investment to be at least
500% every FY through FY 2026- 2027, barring unforeseen circumstances such as the
COVID-19 pandemic.

Division of Workers’ Compensation (DWC)

The DWC continues to strengthen and safeguard the integrity of the state’s workers'
compensation programs by educating system participants on their rights and responsibilities;
leveraging data to deliver exceptional value; and holding participants accountable for fulfilling
their obligations.

The Bureau of Compliance’s (BC) Investigative Unit continues to leverage internal and external
data sources to identify suspected non-compliant employers. The BC uses policy cancellation
data and building permit information to develop targeted referrals for its investigators. The BC’s
employer outreach campaign compares Department of Revenue employment data to policy
information electronically filed by carriers. Data comparison results allow the BC to pinpoint
employers who have a higher probability of being non- compliant with law. Outreach letters
explaining Florida’s coverage requirements and how to obtain a policy are mailed to employers;
two to three weeks later, a follow-up letter is mailed to the employers. If potential compliance
issues persist, the employer names are provided to field offices for on-site investigations. This
data mining initiative enhances employer knowledge of the law, increases voluntarily
compliance, expands the number of employees covered, and assists with investigative resource
allocation. The DWC will continue to refine its data- matching processes to effectively allocate
investigative resources. This mission will be supported by increased use of technology, data
sharing, advanced data analytics, and standardized business processes.

Investigative and Forensic Services: Fire and Arson Investigations

The Bureau of Fire, Arson, and Explosives Investigations (BFAEI) is one of the Division of
Investigative and Forensic Services’ (DIFS) law enforcement bureaus. BFAEI investigates
certain fires and explosions, performs criminal investigative duties and handles other law
enforcement activities as required by law (sections 633.112 and 552.113, F.S.). BFAEI is a
member of the State Emergency Response Team (Chapter 252, F.S.) and an active member of
the seven Florida Regional Domestic Security Task Forces (Section 943.0312, F.S.).

BFAEI detectives respond to fire scenes that in many cases have been preliminarily

investigated by local fire personnel because of the implementation of Rule 69D-4.001,

F.A.C. This rule requires local fire departments or law enforcement agencies to conduct
preliminary fire cause investigations in most cases prior to requesting assistance from the
BFAEI. BFAEI investigator skillsets are most effectively used when resources are
concentrated on suspected arson or fires of unknown origin. BFAEI projects to clear 20% of
arson cases for FY 2022-23. Barring any unforeseen changes in the operating environment,
BFAEI does not anticipate any incremental fiscal impacts. BFAEI will strengthen and
safeguard the processes for tracking and managing data through increased use of technology,
data sharing, advanced data analytics, and standardized business processes.
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Investigative and Forensic Services: Forensic Services

The Bureau of Forensic Services (BFS) is the only state crime laboratory performing forensic
analysis on fire and explosion crime scene evidence.

BFS’s ability to serve its customers by returning casework in a short turnaround period
continues to be lower than most similarly situated forensic laboratories. In a report from
Operation Foresight, operated by the West Virginia State University, a national survey
determined that for “trace” evidence (of which fire debris and explosives analyses are a type)
the average turnaround exceeded 50 days. Our short turnaround period allows investigators to
receive forensic results while the case investigation is active. Forensic results can help guide
investigations and lead to more effective questioning of suspects and witnesses. BFS will
strengthen and safeguard the processes for tracking and managing data through increased use of
technology, data sharing, advanced data analytics, and standardized business processes.

Scientific accreditation and forensic requirements for laboratories continually evolve. BFS’s lab
is currently accredited by one international organization, the American Association for
Laboratory Accreditation (A2LA). Maintaining accreditation requires upgrades and updates to
laboratory processes, procedures, and equipment. Current requirements for maintenance of
accreditation increase the number of audits, procedures, and controls over evidence. This
increases the time that Bureau staff must spend performing these tasks and takes time away
from their technical and analytical duties. The exact long-term effects caused by increased
accreditation and administrative requirements are unknown. Potentially, staff may be able to
absorb these requirements without any difficulties; however, other forensic laboratories under
similar circumstances have reported general increase in turnaround times.

Investigative and Forensic Services: Insurance Fraud

Section 626.989, F.S., directs the Bureau of Insurance Fraud (BIF) to investigate and establish
criminal cases against all persons and entities violating the state’s insurance and/or workers’
compensation fraud statutes. During FY 2021-22, BIF received 17,310 referrals and presented
774 cases for prosecution. During FY 2021-22, five hundred and sixty-one cases were cleared
by successful prosecution. DIFS will strengthen and safeguard the processes for tracking and
managing data through increased use of technology, data sharing, advanced data analytics, and
standardized business processes.

When considering court-ordered victim restitution, BIF generated restitution to insurance fraud
victims exceeding its annual budget. For FY 2021-22, BIF’s budget was $24.7 million. In
contrast, the BIF requested $31.7 million and secured $76.3 million in court-ordered restitution.
There was continued success in securing restitution despite the concentration on working
Personal Injury Protection fraud, identity theft, and working without insurance coverage cases.
These cases generally contribute to a smaller portion of restitution than other types of cases.
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Investigative and Forensic Services: Office of Fiscal Integrity

The Office of Fiscal Integrity (OFI), a criminal justice agency with subpoena authority,
specializes in the investigation of complex state contract fraud, misuse of state purchasing
cards, and various other related schemes. OFI conducts joint investigations with federal, state
and local law enforcement and prosecutorial agencies. Upon successful conclusion of its
investigations, referrals for prosecution are made to State Attorneys, the Statewide Prosecutor or
the U.S. Attorney’s Office. Many of its investigations have led to the arrest and conviction of
the principal party or parties involved. OFI will strengthen and safeguard the processes for
tracking and managing data through increased use of technology, data sharing, advanced data
analytics, and standardized business processes.
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2) Foster Open Government Through Financial Accountability
and Transparency

Objective 3: Responsibly Steward Taxpayer's Funds

Division of Administration (DA)

The Division of Administration provides administrative support to the department, the Office of
Insurance Regulation (OIR), and the Office of Financial Regulation (OFR). For the FY 2021-

2022, the department, including both OIR and OFR, had 2,567.5 positions, and 106

temporary employees (as of September 2022). The Division of Administration operates with 53 of these
positions. Additionally, for FY 2021-2022, DFS/OFR/OIR has a total combined budget

of $412,615,182. DFS has 37 leases statewide accounting for a total of 754,552 square feet and

owns two facilities: The State Fire Marshal’s Fire College, and the Bureau of Forensic Services’

Arson Lab. For the DFS administrative costs, a percentage of total agency costs are expected to

be 5% every fiscal year through FY 2027-28. Barring any unforeseen circumstances, the
Division of Administration does not anticipate any incremental fiscal impacts.

Division of Administration: Office of Purchasing and Contractual Services

The DFS continues to enhance procurement operations, which promotes fiscal accountability,
appropriate planning and contract monitoring. The DFS’s strategy includes a Contract
Management Life Cycle, a procurement guide handbook and a Contract Administration
Manager. The Contract Administration Manager performs quality assurance, monitors the
contracting process and advises procurement staff.

Division of Treasury

Investment Section:

During the period from July 1, 2021, through June 30, 2022, the State of Florida Treasury
(“Treasury”) distributed earnings of $413.7 million. These earnings were down from the
previous year’s distribution of $553.6 million and more in line with historical trends in the
State Treasury. The Treasury exceeded its performance benchmark by 0.04% and 0.19% for the
one and the three-year periods, respectively. The Treasury expects to exceed the blended
benchmark for a rolling, three-year period by 0.2% a year through FY 2027-28.

Bureau of Funds Management:

During the period from July 1, 2021, through June 30, 2022, Treasury transitioned to Florida PALM. The
established performance measure time lines were being re-established based on timing of the new
accounting processes. On July 1, 2022, the new core accounting time frames were established and
percentages will be reported at end of fiscal year 2022-23. Treasury anticipates completing 98% of these
processes within the established time frame every fiscal year through FY 2027-28.

Bureau of Collateral Management:

During the period from July 1, 2021, through June 30, 2022, Treasury’s Bureau of Collateral
Management (BCM) processed over 22,262 transactions involving collateral from a variety of
regulated entities. 100% of these transactions were completed within the three-day performance
standard. This performance was considerably above the desired standard of 97%.
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The BCM forecasts that at least 97% of collateral administrative program transactions will be completed
within three business days. The percentage of qualified public depository financial analyses completed
within 90 days was 100%. The BCM anticipates that 100% of these analyses will be completed within 90
days each fiscal year through FY 2027-28. Barring significant changes in the operating environment, the
BCM does not expect incremental fiscal impacts to be associated with either measure. The Treasury is
committed to strengthening and safeguarding the integrity of the state’s investments and fund
management programs through increased use of technology, data sharing, advanced data analytics, and
standardized business processes.

Division of Accounting and Auditing

Bureaus of Financial Reporting, Auditing and State Payrolls (Chapter 17, F.S.)

The Division of Accounting and Auditing (DAA) is responsible for accounting, auditing and
reporting state and local government financial information. State government decision makers
and the public rely on the DAA’s financial information to understand resource usage and state
purchases.

Since Florida Accounting Information Resource System (FLAIR) is run on an outdated system
that lacks flexibility, it limits financial efficiency. FLAIR caters to individual agency needs rather
than operating in a standardized environment. To work to resolve these issues, the DAA is
partnering with Florida PALM to establish a framework prior to implementing the successor
financial and cash management system.

Division of Risk Management

The Division is authorized to administer the State Risk Management Trust Fund (Ch. 284, F.S.) and to
handle claims on behalf of state agencies for casualty and property lines of insurance coverage (Table 1-
RM). The Division has 116 employees and is organized into three (3) bureaus under the Office of the
Director. The Bureau of Risk Financing and Loss Prevention, the Bureau of State Employee Workers’
Compensation Claims, and the Bureau of State Liability and Property Claims administer the State Property
and Casualty Claims Program. The program is responsible for the management of claims reported by or
against state agencies and universities. The program adjusts reported claims, provides state agencies and
universities with managerial and actuarial information on loss payments, and makes timely payments to
claimants and vendors. Claims are paid, and payment information tracked using the Division’s Insurance
Management System. An adjuster authorizes a claim related payment and the Division’s financial section
processes the payment. For FY 2021-22, the Division produced approximately 77,341 checks, warrants,
and state agency journal transfers.

Number of claims Total loss payments
Number of with payment pay
. . for FY 2021-22
Claim type claims reported FY 2021-22 (for (for claims reported
FY 2021-22 claims reported in . P
in all years)
all years)
Workers’ Compensation 13,202 11,498 $120,323,073
General and Auto Liability 2,552 1,694 $14,329,092
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Federal Civil Rights 350 1,061 $11,208,178
& Employment
Discrimination

Property 172 206 $4,957,047
Firefighter Cancer 1 1 $25,000

Benefits

Total 16,277 14,460 $150,842,390

Table 1-RM. Claims reported, claims with payment, and total loss payments by claim type for FY 2021-
22. Claim data from IMS; loss payments from FLAIR fund balance report.

The total loss payments for FY 2021-22 decreased less than 1% or $420,584 from the

$151,262,974 paid in FY 2020-21. Workers’ Compensation loss payments decreased by $145,608.
General and Auto Liability loss payments increased by 42.2% or $4,255,464. Federal civil rights claims
and property claims are greatly impacted by external forces such as legislation, case law, and catastrophic
natural events. As such, each can vary greatly from year to year. In FY 2021-22, total loss payments for
federal civil rights claims decreased 3.9% or $450,404. Property loss payments decreased 45.3% or
$4,105,036. Operational costs had a slight increase of $465,344 or less than 1% from $62,701,909 paid in
FY 2020-21 to $63,167,253 paid in FY 2021-22.

The number of claims reported for FY 2021-22 decreased 19.0% or 3,820 claims from the 20,097 claims
reported for FY 2020-21. The majority of the decrease occurred on the Workers’ Compensation line of
coverage with reported workers’ compensation claims decreasing by 18.4% or 2,973 claims. This is due in
large part to the decrease in COVID-19 related claims. In FY 2021-22, workers” compensation COVID-19
related claims decreased by 35.3% or 2,583.

Property claims decreased 58.8% or 246 claims. Reported claims for the General and Auto Liability lines
of coverage had a decrease of 519 claims or 16.9%. Reported claims for the Federal Civil Rights line of
coverage decreased 19.2% or 83 claims.

Effective July 1, 2021, chapter 284, Florida Statutes, was amended to require benefits payable under s.
112.1816(2) to an employee of a state agency or department covered under s. 284.31, F.S. (firefighter
cancer benefits), be paid from the State Risk Management Trust Fund. For FY 2021-22, one (1) claim was
report and $25,000 in benefits were paid.

To better manage and safeguard state resources, the Division monitors loss payments and continues the
implementation of several initiatives in the areas of contract management, data collection, and claims
management.

Since FY 2016-17, there have been nine named windstorm and flood events within the State of Florida.
These events have impacted both the Risk Management Trust Fund’s cash balances and the Division’s
annual purchase of excess property insurance for state agency and university owned buildings. To
mitigate the impact to the Risk Management Trust Fund’s cash balances, the program received additional
funding in FY 2018-19 and FY 2019-20 through the General Appropriations Act.

As a result of market conditions, the Division was unable to purchase the same amount of insurance for
named windstorm and flood events as purchased in February 2021 and remains within the current
appropriation. For the coverage period February 2022 through February 2023, the Division purchased
excess property insurance for 20,962 locations, $27.1 billion in total insured value. The coverage above
the State’s $42 million self-insurance retention for named wind and flood perils is $56.27
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million, which is $1.23 million less than the $57.5 million purchased for the coverage period February
2021 through February 2022. The Division was able to maintain the purchase of $225 million in coverage
for all other perils for the February 2022 placement. None of the nine recent named windstorm and flood
events has exceeded the State’s current level of self-insurance retention.

The Bureau of Risk Financing and Loss Prevention continues to build upon recent improvements in
contract administration and looks for areas where contracted services can maximize value to the State.
During FY 2019-20, both the Pharmacy Benefit Management (PBM) and Medical Case Management
(MCM) contract review and program evaluations were completed. PBM recommendations were evaluated
and have been incorporated into a new scope of work for the PBM contract procurement conducted during
FY 2021-22. Recommendations for the MCM program have been evaluated and are being incorporated
into a new MCM contract scope of work for an upcoming procurement.

The Division continues to support and improve its Insurance Management System (IMS) utilized to
process and pay claims, calculate insurance premiums, maintain covered property and historical claims
data used to project claim liabilities and future expenditures, as well as to maintain vendor files and other
information necessary to comply with federal laws and IRS regulations. Automation efforts center on
improving the Electronic Data Interchange (EDI) reporting functionality between the Division and the
Department’s Division of Workers’ Compensation (DWC). Enhancements will allow the IMS to
autogenerate reports based upon claim updates and submit each report directly to DWC. For fiscal year
2021-22, the focus was on DWC system requirements and field mapping to facilitate the automation of
required reporting.

Additional enhancements efforts focused on the areas of Centers for Medicare & Medicaid Services
(CMS) reporting, and Values Collection functionality. During fiscal year 2021-22, the Division finalized
CMS reporting and query processes, and updated training materials. User Interface (Ul) improvements to
the Values Collections module allows for easier and more accurate data collection.

The Division also continued work on the Florida Planning, Accounting, and Ledger Management system
(PALM) project by identifying and communicating the unique processes and needs of the State Self-
Insurance Program’s management of reported claims. In FY 2022-23, the Division will continue to focus
on identifying additional areas for process improvement, increased automation, and system efficiencies.

Division of Rehabilitation and Liquidation

Pursuant to Chapter 631, F.S., the Department serves as the court-appointed receiver of financially
impaired or insolvent insurance companies in Florida. The Division of Rehabilitation and Liquidation
(Division) administers the receiverships on behalf of the Department. The Division plans, coordinates,
and directs the affairs of the companies placed into receivership for purposes of carrying out the
rehabilitation or liquidation order of the Second Judicial Circuit Court in Leon County, Florida. It
protects consumer interests by managing receiverships in a manner that yields the maximum value to
claimants and the public.

In its role as the Receiver, the Division monitors, controls, and safeguards the financial resources of
insurance companies that are placed into receivership. Among these duties is the responsibility of
providing accurate and timely disbursement of payments to vendors that are consistent with regulatory
requirements, policy, and appropriate internal controls. To meet this obligation, the Division measures
the percentage of non-claimant invoices that are paid within 40 days. If timely payments are not made,
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there are financial implications associated with late payments such as the accumulation of late fees,
interest, and other penalties. These transactions have a direct impact on the availability of funds that are
distributed to claimants. Therefore, the Division aims to effectively manage financial resources in
accordance with Florida Statutes 215.422.

The Division also measures the percentage of service requests it closes in 30 days to track its
responsiveness to consumers. The number of service requests are primarily driven by consumer inquires
related to Division’s involvement with their insurer. The number of insurers in this status is driven by a
complex number of factors, and therefore, service request demand may be influenced by external factors.
Barring any unforeseen changes in the operating environment, no incremental fiscal impact is anticipated.

Based on a five-year average, approximately two insurers are placed in receivership each year, primarily
in the areas of property and casualty insurance. During FY 2021-22, the Department received four new
receiverships.

The domestic insurance market in Florida historically has challenged insurance and reinsurance
underwriters in almost every segment of business. Florida faces unpredictable natural disasters in
addition to volatile underwriting and market conditions. The Division gains insight into the future trends
and conditions affecting receiverships by looking at the history of the insolvencies our insurance market
has encountered. The number of insurers entering receivership in any one year depends on factors that are
outside the Division's control, such as the macroeconomy, company- specific risk and many other
external factors. Nevertheless, the Division continues to manage the financial resources of each estate
effectively and remain committed to the provision of quality public service.

Division of Agent and Agency Services

Bureau of Licensing (BL)

The Bureau continues to leverage technology to streamline its work through automation and process
efficiencies. The BL continued to reduce processing time with ever-increasing workloads while
maintaining quality. The BL’s commitment to increase the use of technology will continue to lead to
additional efficiencies and automation.

In FY 2021-22, the BL assisted and monitored an average of 563,432 licensees with at least one active
appointment. In addition to the licensees with an active appointment, the BL had 225,018 licensees
who were not required to be appointed or not currently appointed. The BL processed 167,609 new license
applications and 2,470,042 appointment actions (new, renewals and terminations). There were 176,348
new licenses issued in FY 2021-22, producing a total of 837,044 active licensees who hold 1,089,658
licenses. For every FY through 2027-28, the BL anticipates that licensing operations will cost $2.80
per active license and forecasts that each licensing FTE will process 3,750 applications. Barring any
unforeseen changes to the operating environment, such as a hurricane, the BL does not anticipate any
incremental fiscal impacts for either of these projections.

The BL is also responsible for overseeing the examination process for insurance representative licensing.
There are 13 licensing examinations, and approximately 71,589 examinations were administered in FY
2021-22. The Bureau also approves and monitors pre-licensing and continuing education providers,
courses and instructors. There were 460,960 individuals who completed pre- licensing and continuing
education courses.
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Objective 4: Promote Transparency Through Technology

Division of Accounting and Auditing

The Chief Financial Officer enhances accountability by providing government spending
transparency. The Department established several transparency applications on its website.

The “Your Money Matters” application provides a variety of financial tools and resource

guides for individuals and businesses. The “Florida Accountability Contract Tracking

System (FACTS)” application is an online tool that offers visibility into the State’s contracts and grant
agreements.

The Department has expanded the FACTS functionality to include images of all contracts and
information associated with the grant agreements. The Division will strengthen and safeguard the

CFO’s commitment to transparency through increased use of technology, data sharing, advanced

data analytics, and standardized business processes.
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3) Promote a Customer-Focused Culture and Strengthen
Efficiency

Objective 5: Enhance Customer Experience
Division of Administration

Division of Administration: Bureau of Human Resource Management. The Bureau of Human
Resource Management (HR) administers a comprehensive program that includes recruitment,
staffing, career enhancement, talent planning, classification and pay, learning and development,
attendance and leave, grievances and appeals, employee and labor relations, Affirmative
Action/EEO, benefits, performance reviews, and employee relations. Over the last fiscal year, HR
processed 782 hiring appointments and 3,286 classification or organization changes; the office
currently employs 13 full-time employees.

Division of Administration: Office of Learning & Development

The Office of Learning & Development (L&D) provides training and development in four key
areas: 1) leadership; 2) technology; 3) value creation; and 4) personal growth. L&D staff:
a. Design, develop, deliver and evaluate training courses;

b. Facilitate and proctor sessions conducted by outside entities;

c. Manage classroom and meeting space reservations;

d. Develop leadership programs;

e. Conduct New Employee Orientation;

f. Offer Management Bootcamp (Supervisor Training);

g. Administer the Department’s Florida TaxWatch Productivity Awards program;

h. Maintain the Department’s training intranet hub and the learning management system;
I. Organize leadership development activities;

J. Develop, deliver and monitor biennial compliance training;

k. Offer learning-oriented performance consulting and project management;

I. Customize consulting services; and

m. Submit monthly compliance reports.

The DFS considers employees to be its most valuable resource. Learning and professional
development events are conducted to promote customer-focused value and to attract and retain

top talent. The L&D team delivered a total of 101 learning events, meetings, and conferences to more
than 5,006 attendees, including employees from other agencies. The Division transitioned many of its
classes so that they could be delivered virtually and will continue to do so going forward.

Office of the General Counsel: Legal Services

The Service of Process (SOP) section provides efficient initial service of process to insurers through

electronic means. The Department’s web-based systems and procedures have allowed the transmittal of

over 99% of SOP documents electronically. A web portal for plaintiffs and attorneys allows individuals to
retrieve electronic proof of service immediately after receiving the documents from the Department. The
Department continues to use technology to provide automation and improve information accountability.
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Office of Information Technology (OIT)

Information Technology Optimization Analysis:

The OIT supports a vast array of applications and application modules (i.e., document management,
scanning, transfers, etc.). The substantial size of OIT’s service obligations evolved from a series of
reorganizations as well as market and statutory changes throughout the DFS’ long history. While these
services fulfill a variety of business needs for customers, there is room for further technological
optimization and the OIT is committed to leveraging technology to achieve this end.

Service Management Software

The OIT uses a variety of service management software to handle customer requests, system maintenance
tickets, and to monitor system performance. With the computer application inventory now in place, efforts
for performance monitoring have started to find existing trouble spots faster, sometimes before they occur,
and integrate these findings with tickets. While these ongoing changes save steps and provide long-term
resource tracking, reporting is largely manual, taking additional time to aggregate the data and reconcile
collected data.

Combining this inventory with performance monitoring capabilities will allow better optimization and
more timely upgrades when needed. Finally, these tools will identify the relationships between systems
(e.g., by identifying pieces of hardware supporting applications and determining which applications share
databases and/or software code, etc.). This information will highlight opportunities for further
optimization.

Systems Security

As the world has become more interconnected, security threats to data are growing and breaches are more
common. The OIT has ongoing initiatives to adapt and harden security through both technical changes to
IT environments and security policies followed by customers and staff. While these initiatives are varied,
they are all geared toward reducing the number of (1) places where data could be exposed; and (2) ways
to intrude.

Customer Satisfaction

One of OIT’S Performance Measures records Department satisfaction with division technical

support services. During FY 2021-22, OIT surveyed users about its trouble ticketing system and asked
users to rank their experience on a scale from 1-5 for six different categories. The OIT received an overall
customer satisfaction rating of 100%. For the past fiscal year, the OIT has been collecting surveys through
links embedded in incident tickets. Although the Divisions’ software portfolio is likely to change, it
projects a 95% satisfaction rate annually through FY 2026-27, and no incremental fiscal impact is
anticipated.

Information Systems

The OIT’s percentage of scheduled hours computer and network is available measures uptime
performance. In Fiscal Year 2021-22, the uptime measured 100% for FLAIR with all maintenance being
performed during scheduled downtime. Based on the degree of consistency the mainframe has provided in
past, the OIT projects that FLAIR infrastructure will be available 99.0% of the scheduled time for every
Fiscal Year through 2026-27. Whereas, the OIT expects all other systems to be available for 99.95% of
the scheduled hours every year through FY 2026-27.

Office of Insurance Consumer Advocate

The Office of the Insurance Consumer Advocate (ICA) searches for solutions to insurance issues
Floridians face, calls attention to questionable insurance practices, promotes a viable
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insurance market responsive to the needs of Florida’s diverse population, and assures that
rates are fair and justified.

The ICA strives to balance capacity to fulfill obligations to policyholders and consumers’ needs
for accessible, affordable insurance products. The ICA identifies market trends affecting
Floridians and improves market practices by reviewing market reports, filings submitted by
insurers to the Office of Insurance Regulation, consumer complaints and interacting with
industry stakeholders. The ICA also meets with various other agencies in order to identify
market trends. This data empowers the ICA to seek early and proactive resolution of business
practices that may adversely affect Floridians, as well as to assist in expansion of those
beneficial to the consumer. Florida law authorizes the ICA to represent consumer interests in
regulatory proceedings regarding all insurance activities conducted under jurisdiction of the
DFS and the Office of Insurance Regulation. The ICA also examines rate and form filings to
ensure rate changes are justified and fairly apportioned and that policies clearly and accurately
reflect coverage provided. Lastly, the ICA participates in proceedings affecting insurance
consumers before the Florida Legislature and represents the public in a wide range of public
forums.

The ICA maintains projection tables for the percentage of referred cases responded to and/or
transferred within three (3) business days of receipt and the percentage of rate filings subject to
public hearing which were reviewed. The ICA projects to respond or refer 95% of cases within
three business days over the forecast horizon. Insurance consumer needs and industry trends
may impact the number of cases that are received by the ICA.

The ICA expects to review at a minimum, 95% of rate filings subject to a public hearing
every year through Fiscal Year 2026-27 and does not anticipate significant fluctuations in
demand. Barring significant changes in the operating environment, the ICA does not
anticipate any fiscal implications.

Division of Treasury

Bureau of Deferred Compensation:

The Bureau provides enrollment information, education and guidance regarding the
availability of the state employee Deferred Compensation Program. The Deferred
Compensation Program authorized under Section 457(b), Internal Revenue Service Code
provides employees a way to supplement retirement savings income by contributing to a
variety of investment and bank products on a tax-deferred basis. The Bureau’s objective is to
assist state employees in achieving financial security in their retirement years. The Division
estimates 40% of state employees will participate in the plan every year until FY 2026-27.
The Bureau will continue to create, develop and implement strategies to encourage
participants to increase their deferrals and, for non- participants, to enroll in order for
employees to achieve their financial retirement goals.
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Division of Unclaimed Property

Currently, the Chief Financial Officer holds unclaimed property accounts valued at more than

$2 billion mostly from dormant accounts in financial institutions, insurance and utility
companies, securities, and trust holdings. In addition to money and securities, unclaimed

property includes tangible property held in abandoned safe deposit boxes in financial institutions, such as
watches, jewelry, coins, currency, stamps, historical items, and other miscellaneous articles.

Auction proceeds from the sale of each item are credited to each owner’s account, where it can be
claimed indefinitely by the owner or owner’s heirs. Until claimed, these funds and unclaimed financial
assets are deposited into the State School Fund. The state provides this service at no cost to claimants;
no statute of limitations applies to claims.

The Department seeks to increase awareness of the law and claimable accounts. The
Division continually enhances efficiencies in receiving unclaimed property from holders and
in returning property. Although the Division forecasts an average processing rate of 60%
within 60 days through FY 2026-27, the processing rate fluctuates during the year based on
claims volume. A large portion of new reports are received during a limited window, which
may explain some of the temporary fluctuation. The demand and the fiscal impacts are
dependent upon claimants; however, the DFS continues to raise awareness of the program
and to return increasing amounts of property.

Division of Risk Management (DRM)

The Division continues to focus attention and resources on preventing and reducing claim costs and
frequency by focusing on workplace safety, loss prevention, and claim-cost mitigation. The Loss
Prevention Section consists of six (6) positions that provide targeted training and consultation in the
development and maintenance of comprehensive loss prevention programs to all state agencies, state- run
universities, and other insured entities. During FY 2021-22, the Loss Prevention Section completed 4
program evaluations; provided training to over 2,000 state employees; and conducted over 700
consultations with state agency and university personnel. The number of paid/reserve occupational injuries
(workers’ compensation claims) per 100 full-time employees during FY 2021-22 is 2.23, which is based
on 202,046 workers” compensation full-time employees and 4,499 claims paid/reserve for the fiscal year.

The Division continues to enhance the IMS to better suit its needs and the needs of its customers. During
FY 2021-22, the Division continued working towards its goals of automating and streamlining processes,
utilizing the IMS to improve workflows and reduce the potential for human error. Automation
efforts continue to center on improving the Electronic Data Interchange (EDI) reporting functionality
between the Division and the Department’s Division of Workers’ Compensation (DWC). Enhancements
will allow the IMS to autogenerate reports based upon claim updates and submit each report directly to
DWC. For FY 2021-22, the focus was on DWC system requirements and field mapping to facilitate the
automation of required reporting.

Additional enhancement efforts focused on the areas of Centers for Medicare & Medicaid Services (CMS)
reporting, and Values Collection functionality. During FY 2021-22, the Division finalized CMS reporting
and query processes, and updated training materials. User Interface (Ul) improvements to the Values
Collections module allows for easier and more accurate data collection.

Additional improvements in service to customers will come from Division initiatives such as increased
online training, increased use of data mining and analytics (internal and external), and increased
consultations to assist our customers in making decisions regarding their claims and loss prevention

28 of 195



programs.
Division of Consumer Services (DCS)

The DCS’s mission is to proactively educate and assist Florida’s insurance and financial consumers
through responsive, professional and innovative service.

During the past twelve months, the Division assisted more than 974,000 Floridians with
insurance or financial issues. Assistance is provided primarily through the statewide, toll-free
helpline, the DCS’s website, email, and direct mail correspondence. Approximately 85% of
requests for insurance assistance involve Homeowner’s Insurance, Auto Insurance, Health
Insurance or Life Insurance. The Division also provides call center services to the Divisions of
Insurance Agent & Agency Services, Unclaimed Property, Rehabilitation & Liquidation, and
Investigative & Forensic Services.

The DCS is responsible for reporting potential regulatory violations to the appropriate
regulators. From July 2020 through June 2021, the DCS sent a total of 2,277 regulatory
referrals to the Divisions of Insurance Agent & Agency Services, Investigative & Forensic
Services, and the Office of Insurance Regulation.

Monitoring these regulatory referrals allows the Division to identify trends or potential issues
regarding specific insurance companies, agents, or agencies. The Division is proactive in its
commitment to consumers using data analysis and consumer educational interaction to assist
Floridians with receiving the full benefit of their insurance contracts.

The Division of Consumer Services provides individualized service to each consumer calling into
the helpline. The DCS expects to answer 80% of calls within four minutes for every fiscal year
through FY 2026-27. The Division’s Company Complaint Response System (CCRS) and Online
Helpline streamline the process and provide prompt service to consumers. The Online Helpline
allows consumers to file complaints through an online portal on the Division’s website. A quality
audit program was established for helpline and service request audits that result in quality service.
Audit results are used to enhance the service consumers are provided when they contact the
helpline. Barring any unforeseen changes in the operating environment, like a natural disaster that
causes a demand for services, no incremental fiscal impact is projected to be associated with any
forecasted outcome measure.

Division of Workers’ Compensation (DWC)

The DWC will continue to leverage data and technology to improve our service to our
stakeholders. Here are just several examples of this initiative. The DWC expects the overall
percentage of accepted claims via electronic data interchange form filings to be 82% for every
fiscal year through FY 2026-27.

e The Division provided stakeholders and public policymakers with the 2020 edition of
the “Workers’ Compensation Summary,” which contains foundational workers’
compensation data and information. The report aims to provide insights on workers’
compensation issues.

e The Division produces the Insurer Regulatory Report (IRR) in an effort to further engage and
inform regulated entities about their overall claims-handling performance. The IRR provides
the carrier with information to identify key processes, policies, or practices that are
instrumental in maintaining or improving its performance level. In addition to reporting
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comparative data and industry trends, the items contained in the report may be of interest to the
American Guarantee & Liability Insurance Company.

The Division has published several workers’ compensation educational videos, which are
available on its website. The purpose of presenting this expanding collection of short videos is
to help educate our stakeholders on an assortment of key workers’ compensation topics.

30 of 195



4) Equip First Responders with the Training and Tools Necessary to
Protect Floridians

Objective 1: Effectively Manage Regulatory Activities

Division of State Fire Marshal

Fire Marshal Administrative and Support Services:
The administrative activities promote a customer-focused culture, strengthen efficiency and
allow it to effectively manage regulatory activities. Further, these activities enable the DFSM
to train first responders and to provide for the administration of the Florida Fire Prevention
Code. The budget entity anticipates that administrative cost as a percentage of program agency
costs will be 5.7% for every FY through FY 2026-27.

Bureau of Fire Prevention:
The Bureau of Fire Prevention administers the compliance and enforcement services of the Division
under Section 633.218, F.S., by:
e establishing fire safety and life safety codes and standards for statewideapplication;
e reviewing construction documents and performing inspections on all state-
owned and certain state-leased buildings;
e inspecting high and low-pressure boilers in places of public assembly; and
e regulating fire equipment dealers, fire protection contractors, explosives and
construction mining industries, and registration of fireworks manufacturers,
wholesalers, retailers, and seasonal retailers.

Field inspections of state-owned buildings are conducted annually for compliance with the
Florida Fire Prevention Code. In FY 2021-22, Fire Protection Specialists conducted over
14,591 High-Hazard, Recurring, and Construction building inspections. Construction
inspections, including underground and above ground fire mains, installation and
performance testing of fire protection systems, and fire rated construction assemblies are
required for each new building.

Any reductions in revenue generated at the local level can be expected to have an impact on the
State Fire Marshal’s workload. If local governments determine they are unable to fully fund
their own fire safety programs, including the area of kindergarten through 12" grade school
inspections, the State Fire Marshal is statutorily required to assist with these inspections.
Although the total number of fire code inspections can be influenced by many factors, the
Division forecasts completing 100% of the inspections within statutorily defined time frames
through FY 2026-27. The fiscal impact remains indeterminate and dependent on the degree to
which local governments request inspection assistance.

For the Boiler Safety Program, technological enhancements to the data management system have
eased form distribution as well as records access for field inspection staff. Additional
enhancements are necessary to fully convert the boiler licensing program to an entirely
automated, web-based system. Similar technology has also been partially deployed with the
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Plans Review and Regulatory Licensing Sections. The boiler safety program has made an effort
to ensure deputy boiler inspectors conduct inspections on uninsured boilers throughout the state.
Boiler insurance companies are required by section 554.109(1), F.S., to inspect boilers they
insure. These efforts have significantly decreased the number of boilers tasked for state
inspections and freed up state resources to conduct code compliance activities and public
outreach, among other activities.

All four functional areas of the Bureau: Plans Review, Inspection, Regulatory Licensing and
Boilers, have benefited from an updated database to permit increased internal and external
access. This solution is fully web-based and allows electronic access to inspection reports,
which minimizes the need for U.S. Mail distribution and also permits the receipt of fees, adding
greater efficiency and customer service for all licensing applicants. Electronic transmission of
construction documents has also been implemented and has significantly reduced the time
required for decision making as well as improved access to data necessary for field review.

Bureau of Fire Standards and Training (BFST):

The BFST manages training and certification standards for all career and volunteer firefighters,
fire inspectors, and fire instructors to establish standardized curricula. Pursuant to the Florida
Administrative Code, the BFST issues Certificates of Completion and Certificates of
Competency for fire officers, fire investigators, hazardous materials technicians, and other
advanced and technical specialties. The BFST conducts examinations for these certifications
and maintains required records. Additionally, the BFST develops model curricula to be used by
training centers and colleges and operates the Florida State Fire College. The BFST provides
regulatory authority and certification, renewals of certification, and testing for approximately
67,000 firefighters, serving more than 530 fire service providers in Florida. The BFST also
provides curriculum support, administrative and regulatory authority, and certification testing
for 46 certified fire training centers, which provide firefighter minimum standards training.

The BFST operates the Florida State Fire College located near Ocala, providing extensive
training for paid and volunteer firefighters. It is projected for the percentage of students
passing certification examinations on the first attempt to remain at 75% for the projection
period. The demand for certification courses and the resulting fiscal impact is dependent upon
the number of students not only attending training at the Florida State Fire College.

The Division is committed to increasing the use of technology by implementing a modern
updated solution to reduce duplication, increase automation, improve information
accountability, and leverage data to produce valuable analytics.

Health and Safety

The DFS is responsible for managing the Florida Firefighters Occupational Safety and Health
Act. The DFS’s Health and Safety Section is tasked with improving firefighter safety and
health by reducing the incidence of firefighter accidents, occupational diseases, and fatalities.
The DFS accomplishes this task by working cooperatively with our firefighters, fire
departments and other stakeholders to provide guidance, resources, and education to reduce the
incidence of firefighter accidents, diseases, and fatalities. The BFST conducts firefighter safety
assessments, investigations and inspections to meet this goal.
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The BFST is involved in firefighter safety initiatives, including participation in firefighter
safety studies to identify causes of accidents and injuries. Research includes correlating
firefighter line-of-duty deaths with failure to follow best safety practices. The BFST
participates in this study with the goal to use outcome data to enhance preventive strategies.

Accreditation

The BFST is currently accredited by the National Board on Professional Firefighter
Qualifications (“Pro Board”) in 36 “levels.” The BFST received accreditation form the
International Fire Service Accreditation Congress (IFSAC) in nine program areas with
additional program areas under review. The BFST was also successful in achieving
accreditation from Pro Board for Fire Investigator.

Legislative and Budget Revisions

The Department proactively advocates for residents, visitors, and first responders through
everyday business operations. The Department’s goals are 