Key Activities
July: FirstRule Group and Interim Executive
Director hired
August/September: 60+ Community
interviews conducted
October: User Design Workshop with clients,
call center staff
November: Board Retreat/Key Findings

2024

Key Activities July — December
July: 3-month interim contracts begin with
legacy call centers
RFP Proposal received
August: Single Call Center selected
September: statewide call center announced
September/December: Transition to single
call center

* Board Expanded to 18
members, including a
representative from each of the
seven call centers

» Board of Directors establishes
Strategy Taskforce

2025

Key Activities January - June
+ January: Board Meeting where board adopts consolidated model and

FirstRule Group recommendations

+ February: Strategic Realignment Work Groups established by the Board

» March: Transition of Call Centers begins

* April: Centralization of operations begins
» April/May: RFP consultant hired, RFP for single call center developed
* June: RFP opens, RFP Review committee established

Key Activities
 January: Single contact
center fully operational
+ June: Executive search
begins

Strategic Realignment Timeline



