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out by private-sector employees of
their constitutional right to an eighthour workday (in which overtime
pay must be no less than time and a
half of regular rates) in exchange for
the condensed four-day workweek.
Under the bill, employees would
still be in line for overtime pay beyond 40 hours.
“The bill addresses the constitutional concerns,” he said.

Rep. Johnny Méndez
Continued from previous page

Technology to drive administration’s
government reform efforts
Government CIO Rodríguez sees big opportunities
for cost savings, health and permit overhauls

Government Chief Information Officer Juan Eugenio Rodríguez is playing a key role in Fortuño administration plans to streamline government
and improve its delivery of services.
BY JOHN MARINO

marino@caribbeanbusinesspr.com

C

hances are you have not heard
of Juan Eugenio Rodríguez,
the unassuming computer
whiz Gov. Luis Fortuño tapped to
serve as the first-ever chief information officer (CIO) for the commonwealth government.
Ask a government agency head,
however, and he or she is likely to
speak glowingly of the work that
Rodríguez and his small team of
computer experts are doing.
From Budget Director María
Sánchez Bras to Secretary of State

Kenneth McClintock to Secretary
of Economic Development & Commerce José Ramón Pérez-Riera,
Cabinet heads say Rodríguez’s work
is crucial to successfully meeting one
of their biggest challenges: streamlining government while improving
services and cutting costs. And it
is also an intricate part of other reforms the government is carrying out
such as the permits process overhaul
and the evolving program to extend
health coverage to all islanders as
well as the longstanding need to
eliminate fraud that costs the government millions each year.
That may sound like a tall order,

but Rodríguez said the intelligent deployment of technology will not only
make this possible, but also make it
happen a lot quicker than one would
expect.
“It’s really remarkable what we
are not doing in government now,”
Rodríguez said.
The government CIO says the
changes he will implement should
cut government telephone and data
bills by at least $80 million annually, while enabling the government to prevent the theft of perhaps
“hundreds of millions of dollars” in
fraud involving government social
benefit programs. At the same time,

improved use of technology will allow the government to dramatically
improve the delivery of services for
everything from issuing certificates
instantly to responding more quickly
to emergency situations.
“We have 144 different agencies,
and we have 144 different networks.
They are in their own worlds, instead
of the whole government sharing one
network,” Rodríguez said. “Those
agencies need to communicate and
talk to each other and that does not
happen right now. We want to create
one network using our own assets.”
Continued on next page

the bill, both for the employer and
the employee. He acknowledged
that a condensed workweek of four
10-hour shifts may not be good for
some private employers, but could
work fine for others.
“The bill does not impose anything on anybody,” he said.
Méndez mentioned that the bill
has the backing of the Puerto Rico
Chamber of Commerce and of the
Chamber of Food Marketing, Industry & Distribution (MIDA by
its Spanish acronym) and that union
leaders—as opposed to the last time
he introduced the bill—have not expressed any opposition.
Méndez said he has also discussed
the bill with Gov. Luis Fortuño’s
legislative advisers and Senate Majority Leader Roberto Arango. He
added that the proposed legislation
is in line with an NPP campaign

TRADE ASSOCIATION EXPRESSES
CONCERNS

House Government Committee
Chairman Carlos ‘Johnny’ Méndez

Angie Lugo

pledge to spur the economy and
new jobs.
The lawmaker argues companies
would hire additional workers to

cover the shifts that existing employees opt out of.
Méndez explained that the bill allows a voluntary and informed opt

“It is true that Puerto Rico needs to
be open to this kind of flexible work
arrangement, but we are confused
by the bill as it was drawn up,” said
Angie Lugo, chairwoman of the
board of directors at the Society
for Human Resource Management,
Puerto Rico Chapter (SHRM).
“Obviously, we need to evaluate
the bill through our legislative afContinued on page 38
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‘Next session will be one of the most important’
Senate Majority Leader Roberto Arango reviews what’s left of current
legislative session; looks ahead at a loaded agenda after the holiday recess

BY MARIO SANTANA

mario@caribbeanbusinesspr.com

Arango expressed doubts that the legislation will
be filed during the remaining of the current legislative session.
“I don’t foresee it,” he said.
Relations between government and union leaders
have deteriorated sharply since the Fortuño administration announced plans to lay off more than
16,000 public employees. Arango, however, said
labor reform should not exacerbate the tensions.
“Current labor conditions in Puerto Rico hinder
the creation of jobs. If the unions want progress for
Puerto Rico, then they should contribute and not
be obstacles in this process,” the senator said.

A WANING LEGISLATIVE SESSION AND
BIG BILLS ON THE HORIZON

As the second legislative session draws toward
an end, Senate Majority Leader Roberto Arango
outlined legislation that should clear the upper
chamber in the coming days and looked ahead to
the next “extremely important” ordinary session.
“Next session will be one of the most important
of the government term,” said the New Progressive Party lawmaker, one of Gov. Luis Fortuño’s
staunchest allies in the Senate. “We will have a
labor reform, a tax reform, an energy reform plus
the next budget.”
The current session ends Nov. 17, but the last
day to approve new legislation in either chamber
is Nov. 12.
“I don’t expect the Senate to stay until midnight
on Nov. 12 and Nov. 17, nor are we going to consider legislation that’s not on the calendar,” Arango said. “This is not the end of this Legislature but
simply the end of its second session. There will be
a third, fourth, fifth, sixth and seventh session.”
Arango anticipated that during the remaining
days of the current session the Senate would approve some eight bills to amend tourism laws and
create new ones, including legislation to promote
medical-tourism and nautical-tourism industries
and a third to regulate condo-hotels and branded
hotel residences. A new law for birth certificates
aimed at making them tougher to falsify is also on
the Senate’s agenda.
Arango said he did not know whether the key administration bill to overhaul Puerto Rico’s permits
system will finally clear the Capitol this session.
The Senate approved its version of the bill in late
September, almost three months after the House
passed its own version. The House officially notified the Senate last week that it does not concur
with all of the upper chamber’s amendments, forcing the creation of a conference committee to hammer out differences and form a single compromise

TAX, MUNICIPAL, EXECUTIVE AND
LEGISLATIVE REFORMS

Senate Majority Leader Roberto Arango

bill. House Economic Development, Planning &
Commerce Committee Chairman José Chico, the
head of the conference committee from the House
side, said the differences between the chambers
could be settled in the remainder of the session,
but that didn’t depend on him alone.
Arango expressed hope that the House will approve two bills he authored before the end of the
session: one would allow businesses that seek an
exemption from Christmas-bonus payments to
submit the same financial report required by the
State Department at the end of each fiscal year; the
other would promote the development of cooperative housing projects.

LABOR REFORM ON THE AGENDA
A draft of a labor-reform bill is in the advanced
stages, Arango said. The draft has been prepared
at McConnell Valdés LLC law offices for La Fortaleza, a source told CARIBBEAN BUSINESS.

Arango said that the next session would be the
ideal time to approve a tax reform, an important
Fortuño campaign pledge. The senator said that
although Puerto Rico will be under Law 7’s tax
hikes and special taxes for the next three years,
“you need to approve the tax reform next semester
in order to implement it later.”
Arango also anticipated that either during the next
session or the following, La Fortaleza will send the
executive branch reform proposals worked on by
the Executive Branch Modernization Council. As
for the legislative reform, he repeated that if it is
not passed during this session, it will not be approved during this government term because next
year’s census will require the redrawing of House
and Senate districts.
“The Senate already acted,” he said, referring to
the approval in the Senate of its own version of a
legislative reform that would pare the number of
senators by more than half to 13 and cut the number of representatives to 29 from 51. The Senate
acted a few days after the governor announced
the creation of a special commission to address
the issue.
“Now the ball is in the House’s court,” Arango
said. 䡲

Rep. Johnny Méndez has high hopes for his four-day workweek bill
Society for Human Resource Management says the legislation lacks clarity
BY MARIO SANTANA

mario@caribbeanbusinesspr.com

H

ouse Government Committee Chairman
Carlos “Johnny” Méndez is pushing forward
with his bill to allow a condensed workweek in
the private sector, a measure he claims would
spur job creation.
Méndez’s House Bill 2218 would allow private-sector employers and employees to opt for

a four-day workweek. With the arrangement, employees could work four, 10-hour shifts to reach
the current 40-hour workweek.
“I see good prospects for the bill,” said the New
Progressive Party (NPP) lawmaker.
Méndez ruled out bringing the bill, which was
filed Oct. 22, to a vote in the House during the
current legislative session, which ends Nov. 17.
However, he said the House Labor Affairs Committee can begin public hearings on the bill be-

fore the session ends and has discussed the issue
with the chairman of that panel, NPP Rep. Ángel
Peña.
“The bill wasn’t filed in time to be voted on
during this legislative session, but my fellow lawmaker can begin the public-hearings process,”
Méndez said.
Méndez underlined the voluntary nature of
Continued on next page
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Rodríguez is not the first government official to try to overhaul government information systems. In
fact, previous administrations have
not only attempted various fixes, but
have also “wasted tens of millions
of dollars” trying to do so. Their big
mistake, he said, was attempting to
resolve issues within each agency’s
computer system, rather than looking
at a government-wide solution.
“We need to create a common universe, a single group of software and
hardware to serve all the needs of the
agencies. We are creating an intraoperable system where you invest in
the system once, and many different
entities can use it. In the past they
have tried to build this separately,”
he said.
Rodríguez said good faith efforts
were made in the past, but that the
current push has gotten a boost by
the executive order Fortuño signed
creating the CIO position, which is
at the level of other Cabinet heads. A
bill has been drafted to create a CIO
agency, but administration officials
are still reviewing it. The creation
of such offices has become a trend
as technology has gotten both more
complex and powerful over the last
decade, with nearly 40 states currently with such a position.
Previous administrations’ computer centralization efforts have
been undertaken from the Office of
Management & Budget (OMB), but
Rodríguez is now the supervisor of
the OMB computer staff, with the
idea that it will be transferred to the
new CIO agency.
“The fact that I am a peer of agency
heads has helped to get things done.
This is something new. We never
ventured into anything like this before,” Rodríguez said. “It’s got to
be a symbiotic relationship. We are
serving agency heads, but they also
need to serve us.”

TOWARD A SINGLE NETWORK
The commonwealth government’s
lack of a common government-wide
system is one of the root causes of
all its problems, and the pursuit of
a single network underpins almost
all of Rodríguez’s plans. The drive
to lower costs, to fight government
program fraud, to make government
more transparent and to improve

services can only be accomplished
if government agencies can share
information.
Rodríguez, who is moving his office out of La Fortaleza and into the
Minillas Government Center, said
that building exemplifies nearly all
the government’s computer problems, which is why he and Public
Buildings Authority Executive Director Jesús Méndez Rodríguez
aim to transform it into a high-tech
showcase. The Minillas Government
Center is home to about 20 different
agencies, each with its own telecom
network, computer networks, conference rooms and training areas. Today, even if you call from one floor
to another, the call will go out on the
public telephone network, driving up
prices.
“That call should be like an extension, but that’s only possible
when you think government-wide,”
Rodríguez said.
While work on better sharing of
information is already happening
among agencies, Rodríguez said
government data would eventually
be stored on large databases in selfcontained facilities. The CIO wants
to have a database in San Juan, one
on the island and another off-island,
probably somewhere in the States.
“If a hurricane hits us, we can
still operate because we will have a
data center outside Puerto Rico,” he
said.
However, because centralized data
systems are very expensive, the
government will likely look to construct these new databases through a
Public Private Partnership (PPP). It
would likely provide a facility, land
and other benefits in exchange for a
company running its data-processing
centers for them. The idea is to attract
a large local or offshore firm, which
would use the government contract
to establish a computer data center
and network access point, which
would bring in information from different connections from throughout
the world.
“We are looking for ways to make
this happen faster and cheaper
through Public Private Partnerships.
These centralized data centers are
expensive. We are already talking to
companies here and outside Puerto
Rico to drum up interest for these
data centers,” he said.
While the companies would run the
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CIO Juan Eugenio Rodríguez believes he can save the government at least
$80 million annually in telecommunications bills, plus prevent the theft of
‘hundreds of millions of dollars’ in government program fraud.

data centers, the government would
continue to “manage the information.
We are the owners of the data, but
the company will run the data centers
for us. We would be its first clients
and associates. We would want the
company to make Puerto Rico the
center of the Caribbean and maybe
Latin America for data-center type
work and telecommunications type
work,” Rodríguez said.
“This is important because we need
world-class data centers. We don’t
want to do anything halfway. We
need help, and we need professionals to come and help us,” he added.
“This is doable. We are already talking to companies. They think it’s feasible, that this makes sense.”
Rodríguez said he would like to set
up an operation inside Science City,
where the government is trying to
develop a biotechnology center on
the grounds of the former state penitentiary between the University of
Puerto Rico’s main campus and the
Río Piedras Medical Center. Government planners want to encourage more research & development
activity on the island through the
development.
“Biotechnology is really an information technology. What they
do is sequence genomes and look
for patterns, and they need a lot of
computing power. So it makes total sense to have huge data centers

there in addition to big laboratories
to serve the companies and anyone
else who comes here to do research,”
he said.
Centralizing data would also make
it easier to safeguard, with multiple
networks “exponentially” increasing vulnerability to cyber attacts,
Rodríguez said. That is the biggest
way to safeguard the information,
which includes sensitive citizens’
information.

CUTTING TECHNOLOGY COSTS
One of the CIO’s main objectives
is to help the government cut down
its technology costs. Right now, the
government does not have a real
clear estimate of how much it spends
on technology, or many other things
for that matter, because such expenditures are not delineated in separate
budget lines for each agency.
The Treasury Department says the
government spends about $120 million in telecommunications contracts,
but Rodríguez believes real spending
could be closer to $200 million. He
said he will bring that down to “$30
million or $40 million” a year over
the course of this term.
Right now, government agencies
buy telecommunications services,
which now supply both data and
voice services, on their own from
Continued on page 22
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Continued from page 21

different carriers. Rodríguez wants
to exert more control over such purchases while using existing government infrastructure to lower costs.
The Puerto Rico Electric Power
Authority (Prepa) subsidiary, Prepa
Networks (Prepa.net) has a worldclass, islandwide fiber-optic network
that could be used to supply the government’s data needs. Rodríguez
said it would just require using a
“few fibers” from the network to
dramatically lower government telecom costs. Rodríguez said talks are
still ongoing with Prepa.net, which
would still lease its network out to
private firms and make money.
The government would still need
to hire private companies to provide
service from the Prepa.net network
to a government agency, but that cost
would be dramatically lowered if
public agencies ride on the back of
that network the rest of the way. It
would allow Rodríguez in San Juan
to talk to a colleague in Mayagüez
at no additional charge, he said. It
would be like dialing an extension.
Rodríguez said that currently, the
government is hiring telecom carriers which in some cases rent Prepa.
net lines to deliver the service.
“I’m hoping we can seal a deal
with Prepa soon because we want
to have the biggest 10 agencies connected by next June, the end of the
fiscal year,” he said. “Prepa.net is
a business. The government is the
government. We are just negotiating with our sibling company to see
if we could take a few fibers from
its network and dedicate them to a
government-only network.”
Rodríguez is also looking at other government assets that are being underutilized as well, such as a
fiber-optic line that runs the length
of the Urban Train that is owned by
the Department of Transportation &
Public Works. That, too, could be
used by some government agencies
to lower costs.
“We will be helping the agencies
jump from the current situation to
the new situation,” Rodríguez said.
“We will be the designers of the
new system and we will be helping
them all along.”

The Puerto Rico government’s big problem is it has 144 agencies with 144
different computer systems. Many of the solutions the new CIO is bringing to the
table will stem from the move to have the entire government share one network.

components in the success of the
new permitting agency will be the
technology behind it, Rodríguez
said. And like everywhere else in the
government, it will involve a centralization of government information
systems.
“This is going to be really radical.
There will not be any paper running
around in agencies involved in granting permits,” he said.
The government will begin a new
geographic information system
(GIS), which will gradually incorporate the “zillion different layers of
information throughout the government.” There will also be a process
to verify and corroborate the information before entering it into the
new system because it can often be
a “mess,” Rodríguez said.
Government officials will also have
to offer up “clear rules” and “distilled
processes” to enter into the new system, which eventually will bring more
efficiency, transparency and surety to
the permit-granting process. For the
most part, the project’s backers will
be seeing the exact same information
as government officials and project
opponents. The entire process will
involve transferring all the information and ensuring it is “current, real,
A KEY ROLE IN PERMITTING
dependable, valid and accurate.”
With the permitting process beToday, if a developer from Aguas
ing overhauled, one of the key Buenas asks about area water lines,

chances are only one official in the
local Aqueduct & Sewer Authority
office will be able to provide the
information, and it will be in his
head, not digital form. That has to
change for the new system to work,
Rodríguez said.
“That information that resides in
someone’s head has got to be put
into the system,” he said.
While the government has enough
hardware and software to mobilize
such a centralized system, it will
take at least a year for the databases
to be sufficiently developed for customer use.
“We are going to be building it up
slowly over time. For sure, the intent is to improve the quality of the
information,” he said.
Eventually, all that information
will be worked into the GIS. With
clear-cut requirements for permits,
and a reliable and accurate data system, granting most permits will be
a far more cut-and-dry process than
it is today. The new information
system is essential to allowing the
government to meet its deadline of
granting permits within 90 days, and
also allowing certified professionals
to emit many permits.

A PRESCRIPTION FOR
HEALTH REFORM

With spiraling healthcare costs a

national problem, and Health Reform
deficits a perennial budget buster
for the local government, both the
Obama and Fortuño administrations
are looking at several different ways
to hold down costs, with technology
playing a key role.
“One of the key components of
the national health reform, no matter how you slice it, is technology,”
Rodríguez said. “Information is
not getting from point A to point B
where it needs to be consumed and
analyzed. This is not just in Puerto
Rico, but nationwide as well.”
This is contributing to waste in the
system in several ways, including patients ordering repeated medical tests
or prescriptions when seeing different doctors, and patients misusing
government-sponsored insurance
plans when they have access to private plans. Part of the solution is the
establishment of healthcare information exchanges. Patient medical
records and insurance information
would all be computerized, with any
healthcare service provider able to
access them if a patient allows that
access.
The Obama administration is pushing for the development of such
health information exchanges by
providing funding through the American Recovery & Reinvestment Act
to states, healthcare service providers and nonprofits to establish such
systems. Two rounds of funding will
be undertaken this year and a third
one next year, and Puerto Rico is
competing to get its share.
Because there are multiple players
involved in establishing electronic
medical-record systems, Rodríguez
said the use of the international standard Health Level Seven (HL7) is
essential so that everyone will be
able to access the records. Rodríguez
worked with the local Health Department in drawing up its application.
Health will likely run the largest
electronic medical-record (EMR) facility because of the Health Reform
program and its management of the
Medicaid program.
“This will only work because everyone will be speaking HL7. This
will not only bring down costs, but
it will also benefit consumers immensely. It will save time and give
them better control over how to manage their health,” he said.
Continued on next page
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Consider financing your insurance policy to maintain sufficient coverage
BY INDA M. RODRÍGUEZ

A

t a time when the global economic crisis has
hit most businesses, insurance may not be
among the priorities at many companies. The need
to bring operational costs down has pushed many
businesses to skimp on insurance as a way to save
some money. However, the truth is that not considering insurance a vital part of a business financial
plan is a big mistake.
“Since you cannot predict the future, the only
safe way to protect your business against damage
or harm is through insurance. However, if you
don’t have enough cash flow, one viable option
to purchase sufficient insurance coverage without
spending a lot of money by paying for it upfront is
through us,” said Ervin Rodríguez, CEO & president of Progressive Finance & Investment Corp.,
a company that for 26 years has been dedicated
to helping businesses insure their assets through
the financing of property & casualty insurance
policies.
Progressive Finance & Investment is the perfect business partner for those insurance agencies
whose customers are in need of an option such

“Once agents refer their
clients to us, we start moving
fast so the client can have his
or her insurance policy within
24 hours.”
—Ervin Rodríguez, CEO & president of
Progressive Finance & Investment Corp

as this that can help them maintain the insurance
coverage they need without affecting their cash
flow or exceeding their credit lines.
“Once agents refer their clients to us, we start
moving fast so the client can have his or her insurance policy within 24 hours. Once the financing
contract is settled and the client has made a required down payment of just 30% of his or her insurance policy, our institution will proceed to pay
the policy in full directly to the insurance agency
or company,” Rodríguez explained.
The client will receive by mail all the documentation, instructions and a payment book to start

making his or her installment payments 30 days
after the insurance policy becomes effective.
Customers will have a 15-day grace period
to make their payments either at FirstBank or
Banco Santander branches. If a payment is not
received within that period, Progressive Finance
& Investment will issue a cancellation warning
and demand the return of all premiums paid, inactivating the policy 10 days after the cancellation
warning was issued. If the payment is received
within those 10 days, the company then will issue
a reinstallation request for the agency to consider
reactivating the policy.
“A huge advantage of our services is precisely
that the financed insurance policy serves as collateral for the loan granted by the financial institution.
This way no personal capital or business asset is
required to back up the loan. In addition, it doesn’t
require credit verification,” said Rodríguez, noting
the company’s client portfolio includes around 700
insurance agents from across the island.
“The interest to be paid will be based on an annual fixed rate and will not change or be affected
by the market’s overall behavior,” the company
said. 䡲

Protecting companies with the best coverage available
BY CB STAFF

B

usiness organizations need insurance to carry
out their operations and protect their assets.
By transferring the financial consequences of
their losses to insurance companies, businesses
are able to reduce the uncertainty and be indemnified for an insured loss. Optima Insurance Co.
offers products designed to provide adequate
and necessary coverage so that the business can
maintain the same financial position it held before
the loss.
Optima Insurance offers a vast array of property
& casualty insurance products that enable
individual and commercial customers to protect
their investments. In personal lines it offers
automobile-related products such as automobile
physical damage and automobile liability. The
company also offers personal package policies
in which customers can insure their residences,
personal property and personal automobiles under
one policy. Optima Insurance has also added a
pleasure-boat policy.
Optima Insurance’s commercial lines include
property and liability insurance for most types
of business. It can help customers design a
policy tailored to their business needs. Coverage
provided includes surety, inland marine, boiler
& machinery, commercial auto and commercial

umbrella. It also offers a professional liability
policy that protects the customer in the event of
a claim arising out of any negligent act resulting
from the customer’s legal responsibility as a
professional.
“In the event of a loss, Optima offers personalized service and guarantees efficient and prompt
processing. Our adjusters are professionals that
have more than 15 years of experience in the industry,” said Antonio J. Ortiz, president & CEO
of Optima Insurance Co.
“By carefully evaluating the insured’s risk, we
can make an accurate assessment of the client’s
exposures and determine which coverage is
adequate and necessary so that the client’s
operation may continue after a loss. In these
tough economic times, it is very important for
the client to have sufficient coverage but at the
same time not over insure and spend more than
he or she needs to,” explained Ortiz.
Ortiz said competitive pricing is important because insurance companies need to build reserves
in order to be able to pay losses. Optima Insurance
offers competitive prices while ensuring that the
premiums paid for insurance coverage will protect
the client from their specific exposures.
Optima Insurance Co. offers deferred payment
plans for some of its personal-line products.
Financial resources may not be available to pay

a policy in full, so the company provides its
clients the flexibility of paying the premium in
installments.
Optima’s sister company, New Century
Finance, offers policyholders a premium payment
plan with competitive rates and terms. It offers
flexible payment options, including ACH and
credit-card payments. With premium financing
the insured may maintain their existing credit
capacity and multiple insurance policy premiums
may be consolidated under one bill.
“Our promise to our clients is to return them to
the same financial condition they were in prior
to the loss, with the highest level of service,”
said Ortiz.
Insurance companies distribute their risk
through reinsurers making it imperative to have
solid reinsurers. Optima Insurance has a solid
group of reinsurers that have supported the
company since its inception, he said.
Optima has refined its processes and implemented the latest software and technology to make an
accurate assessment of a policyholder’s losses.
“Optima’s strategy is focused on the utilization
of the most advance technology available. A substantial investment has been made in the implementation of a system platform that will allow us
to continue our development toward improved and
quality services,” concluded Ortiz. 䡲
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EVERTEC can help ensure your company’s survival
BY CB STAFF

M

ost businesspeople today are deeply concerned about the effects of the global economic crisis and are constantly seeking effective
strategies to manage their company’s income to
ensure the survival of the operations. Some companies have already implemented action plans
designed to cope with this kind of crisis, while
many others have been forced to make wrenching
operational changes on the fly in an effort to keep
from going under.
Regardless of what your company’s particular
case may be, the hard truth is that there is only
one effective response to a situation such as this:
planning.
Faced with a wavering economy, businesspeople
need to find new ways to ensure uninterrupted
operations and maintain service continuity. The
situation becomes even more challenging for
companies in Puerto Rico, where the potential for
extreme weather phenomena such as hurricanes
poses almost as dire a threat as the possibility of
plunging markets.
“Recent statistics show that when companies are
hit by a disaster, two out of five go out of business
almost immediately and a third closes its doors
within two years of the impact of such an event,”
said Ramón Meléndez, senior vice president of
EVERTEC Inc.’s Business Efficiency & Reliability Division.
In other words, an alarming 60% of businesses affected by a natural disaster or an extended interruption of operations fail to survive the experience.
With this in mind, EVERTEC offers local

Ramón Meléndez, senior vice president of
EVERTEC Inc.’s Business Efficiency & Reliability
Division

companies a number of services designed to ensure
that business operations and data access remain
uninterrupted whatever the circumstances, thus
minimizing the potential financial impact and possible service disruptions posed by a natural disaster
or unplanned operational event.
“Before we can develop an effective action plan
for your business, we first need to analyze the full
impact an operational interruption would have on
it, assess the risks and come up with ways to keep
the situation under control,” Meléndez said.
An analysis of this type takes into account a
variety of scenarios: How will you access your
data if your computer system goes down? How

will you maintain daily operations if your physical plant becomes unusable? And, in a worst-case
scenario, what will you do if both calamities strike
at once?
By ensuring that your company enjoys uninterrupted business operations, EVERTEC’s Business
Efficiency & Reliability Division helps protect
your staff, systems and data and, consequently,
your company’s reputation. Of even greater importance, EVERTEC helps ensure your company’s
survival.
With two special business processing and recovery centers in Puerto Rico, EVERTEC is the
industry leader when it comes to managing these
types of situations. In the event of a disaster, these
centers offer protection and recovery services as
well as providing local or remote support for all
the business functions a company would normally
wish to salvage in the face of such events.
“At such times, maintaining product and service
quality to retain current customers and attract new
ones becomes every company’s top priority,” said
Meléndez. “Whatever the situation, any interruption of business operations is simply unacceptable,
which is why business continuity disaster planning
has become a major concern in today’s uncertain
business environment.”
EVERTEC’s professionals are certified business
continuity professionals (CBCPs) accredited by
the Disaster Recovery Institute (DRI) International, which prepares them to evaluate and support
whatever recovery needs your company may have.
Other available recovery and business continuity
services include data and document storage and
contingency plan development consulting. 

Fine-tuning processes to better serve clients
BY CB STAFF

S

martrac Corp. is focusing more than ever
on central processing and customer service
to ensure the profitability of its operations and
support it client base. The company specializes in
vehicle, equipment and personnel tracking and is
a leading force in tracking and fleet-management
technologies.
Smartrac is currently evaluating its operations
and gathering as much information as possible to
learn more about its customers in order to offer
more personalized service, focusing on its clients’
needs and expectations.
“We believe in more personalized servicebased business solutions and providing
increased security because our customers
demand quality services. At the same time,
this strategy will maintain our solid position in

the fleet-management industry. We understand
that knowing the needs of our clients can help
our business move forward and improve the
quality of care we offer our customers,” said
Héctor Cruz, general manager of Smartrac
Corp.
Smartrac’s new process will focus on customer
service and will rely heavily on its highly trained
staff to process and effectively manage customer
requirements.
With innovation in mind, Smartrac has
been continuously rethinking strategies and
incorporating technology and personnel that are
up to the task and can spur the company to future
success in this emerging market.
“Currently we are integrating all of our
departments in order to channel as well as process
demands of our customers,” said Cruz.
Among Smartrac’s core products are the AVL

Fleet management and vehicle tracking systems.
The company has also added automobile security
and alarms and M2M (machine to machine) to
its roster of products.
Smartrac offers the latest technology to provide
its clients with 24-hour, real-time Internetbased management of their vehicle fleets. Cargo
transportation, logistics control businesses and
individuals seeking new security and tracking
capabilities use Smartrac’s equipment to
efficiently manage their assets.
“We understand that with the economic crisis
across the country the companies that will stand
out are those that are willing to meet the increased
demands of its customers. Each company is
justifying each operational expenditure; therefore
we must take our customers seriously and respond
to their demands in a personalized way,” Cruz
said. 

While large medical groups might
establish their own systems, doctors
with small practices would likely
farm out the management of the
electronic medical records, which
would be available to the doctor via
the Internet, he said.

REFORMING GOVERNMENT
The government CIO will have
a big role in finding technological
solutions to help streamline government and improve services, which
will also involve getting different
government agencies communicating with each other.
While the government-reform
process is expected to take place
all next year through a joint legislative commission and an executive
branch committee, the Fortuño administration has already pledged to
merge all the various public safety
agencies into a new single entity,
as well as the various ombudsman
and advocate offices. Rodríguez said
his job will be to create a network
through which all those agencies will
be able to communicate and talk to
each other.
Another problem area for the
government is the amount of money
it loses from inefficient collection
procedures, which range from the
cost of creating and handling the
government stamps that must be
purchased at colecturías to pay
for most services to lapses with
traffic and parking tickets. Citizens
will be getting greater options
to pay online for many things,
including income taxes, and while
the number of colecturías is being
reduced, Rodríguez also said that
those still standing would likely be
outfitted with self-service kiosks to
undertake business. Eventually, the
government would discontinue the
payment stamps altogether.
The CIO also said that a request for
proposals would go out for handheld
electronic ticketing machines, which
officers would use on the scene to
emit tickets and to offer violators a
chance for reduced charge if they
pay up immediately with their credit
card or ATM card.
“We are trying to make this happen without the government paying
for it. We are looking to partner with
private corporations and have them

Juan Eugenio Rodríguez
says the CIO must have a ‘symbiotic’
relationship with other agency chiefs.

share our pain and our success,”
he said, adding that the companies
would supply and service the machinery and technology required in
exchange for a cut of the revenue it
collects for the government.
Rodríguez said such as system
could be up in a “few months” and
that six companies have expressed
interest in participating. “We will be
successful, and they will be successful,” he said.
Many of the technological changes
that are being undertaken, however,
will bring benefits on several fronts
at the same time. For example, connecting major government information systems will both fight fraud in
government programs, while allowing the government to more quickly
and efficiently meet the needs of its
citizens.
“There is a lot of money that goes
to waste because we are not good at
overseeing the money we bring to
the table,” he said.
Because the computer systems of
the Health, Family and Treasury
departments are not connected, it is
difficult to detect fraud. An applicant
for Health Reform or welfare, might
actually make a lot of money, own
several homes and boats but officials
don’t know this because none of the
agencies communicate online. When
fraud is detected, it usually occurs

The administration wants a new CIO agency to go with the new position,
which will be manned by computer experts currently ascribed to the Office of
Management & Budget.

during spot checks and audits that
occur every five years.
“This is to cry for. This happens
all the time. There are hundreds of
millions of dollars wasted because
people come and ask, and we give
and we don’t check,” he said.
Rodríguez said he has already begun melding all the different eligibility information residing at different
government agencies with a primary
goal of cutting down on Health Reform fraud. Puerto Rico got a $4 million federal government grant to get
an anti-fraud system up and running
by March.
“The Health Department is losing
money left and right because of this
and so is Family, and so is Housing
and so is Treasury. They all need information from each other. We are
operating in silos. We are not talking
to each other,” Rodríguez said.
The good news, according to the
CIO, is that the fix created to stamp
out Health Reform fraud can also be
deployed by other agencies to cut
down on program fraud in their respective areas. Moreover, the system
will not just be used to cut down on
fraud, but to better provide services
to people who are truly deserving of
government benefits.
With such a system, citizens would
not have to go from agency to agency applying for different programs

to determine if they are eligible.
They could visit a single “eligibility officer” who could tell them all
the programs for which they qualify,
according to the CIO.
The same strategy is being employed to make it easier for citizens
to get numerous certificates required
to conduct business and get jobs,
from good conduct certificates from
the Police Department to certificates
of no debt emitted by the Treasury
Department, Rodríguez said. Now,
the administration is focused on
emitting such certificates as quickly
and efficiently as possible. Already,
certificates from the Child Support
Administration showing that payments are up to date can be requested
and received online, he said. Eventually, when all government agencies
are talking together online, the certificates won’t be necessary at all.
“The government has to be transformed. The government is asking
the citizen to do its job whenever you
have to go to four different agencies
to get certificates,” Rodríguez said.
“You have to go to Treasury to tell
the government you don’t owe any
money and you have to go to the
Police Department to tell another
agency that you have not committed
any crimes. Those certificates exist
only because the government is not
doing its job.” 

