EMPIRE HEALTHCHOICE, INC.

D/B/A EMPIRE BLUE CROSS AND BLUE SHIELD

SUMMARY OF RECOVERY EFFORTSRELATED TO SEPTEMBER 11, 2001

DESTRUCTION OF THE WORLD TRADE CENTER

AS OF NOVEMBER 28, 2001

DATE OF REPORT JUNE 10, 2002

EXAMINER MARTIN A. SCHWARTZMAN




ITEM NO.

TABLE OF CONTENTS

Introduction
Generd Recovery Information

A. Immediate Response

B. Employee Issues

C. Infrastructure Impact

D. Temporary Work Locations

E. Permanent Sites

F. Disaster Recovery Plan

G. Insurance Coverage for Losses
H. Foundation

Individua Divisorn/Department Recovery Efforts

Finance

Operations

Sysems

Audit

Fraud

Generd Couns
Human Resources and Services
Medicd Management
Medicd Ddivery
Medicare Operations
Sales

Senior Plan

CFACTIOIMUO®>»

Summary and Comments

PAGE NO.

12

12
13
16
17
17
18
20
20
21
22
22
23

23



STATE OF NEW YORK
INSURANCE DEPARTMENT
25 BEAVER STREET
NEW YORK, NY 10004

June 10, 2002

Honorable Gregory V. Serio
Superintendent of Insurance
Albany, New York 12257

Sr:

Pursuant to directions from the Superintendent of Insurance, | have made an examination into the
condition and affairs of Empire Hedthchoice, Inc., D/B/A Empire Blue Cross and Blue Shidd, a hedlth
sarvice corporation licensed under Article 43 of the New York Insurance Law. The following report as
respectfully submitted dedls with Empire' s recovery efforts related to the September 11, 2001 destruction

of the World Trade Center.

Whenever the terms “the Corporation” or “Empire’ gppear herein without qudification, they should
be understood to mean Empire Blue Cross and Blue Shidld.
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1 INTRODUCTION

Empire Blue Cross and Blue Shield's (“Empire’) Corporate Headquarters was destroyed on
September 11, 2001, as a result of the terrorist attack on the World Trade Center.  However, the
Corporation has remained fully functional and intact since the incident despite the loss of its headquarters.
Empire’ s management team and dtaff have been operating from other Empire Sites, and other temporary

locations since the attack.

2. GENERAL RECOVERY INFORMATION

A. Immediate Response

Within minutes of the attack:

- Empir€ s customer sarvice lines were immediately rerouted so they could be answered at other Sites,

minimizing any adverse impact on members, customers and providers.

- Empire s Senior Management Team and other key employees were contacted and the first in aregular
series of conference calls to assess the damage and begin the recovery process, was set up for 12:00

noon on September 11, 2001.

- Asedablished by Empire' s Disagter Recovery Plan, a“command center” was immediately established

a the company’s Mdlville, Long Idand facility. The Senior Management Team and the Technica



S
Rdiability Committee met twice daily in Méville beginning & 8:00 an on September 12, 2001 to
oversee corporate operations and the recovery process.
Initid recovery efforts focused on two key aress ascertaining the safety of its employees and data

recovery.

An emergency hotline was immediatdy set up to facilitate contact with employees. The haotline
number was widdy distributed to media outlets and employees began to cdl in very quickly. Through the
hotline, Empire was able to rapidly establish the location and safety of employees, get contact information
(e.g., home and cdlular telephone numbers), as well asto give employees information on the status of their
co-workers.  This line was dso used immediately after the disaster to provide key information to
employees.  Further, outbound cals were placed to employees homes based on existing contact

information to determine their status.

With respect to data recovery, key systems saff immediately reported to other Empire sites and
began data recovery efforts. Because dl information is retained on company maintained servers located at
a secure offgite location that are backed up on a regular basis, Empire was able to restore nearly dl data
housed at the World Trade Center pursuant to Empire's Disaster Recovery Plan. The only data lost was
data that was received after August 31, 2001, the date of the last back-up. New IT equipment (primarily
sarvers) was immediately ordered, and with the cooperation of key vendors, delivered promptly. This
enabled Empire, using the backed up data, to restore dl data maintained at the World Trade Center

through August 31, 2001.
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Another component of the first phase of the recovery process was to immediately catalogue the
amount of available space a other Empire Sites that could be utilized immediately by didocated employees
and to identify which employees were essentid personnd needed for the company to function smoothly.
Within afew days, key employees were assigned to available locations, and the priority list continued to be

used to assign employees to sites as additiona temporary and permanent space became available.

B. Employee | ssues

Empire occupied ten (10) floors a One World Trade Center and one floor in the basement of Two
World Trade Center. Approximatdy, 1,900 of the Company's 6,500 employees worked at the World
Trade Center. Nine employees and two consultants were logt in the disaster.  Four other employees
required significant hospitd stays but have now have been released; three were severdy burned and will
require extended care and rehabilitation. Numerous other employees were treated at the scene or loca

hospitas.

After the firgt few days, when Empire had sufficient information, severa additiona phone lines were
st up to facilitate communication with employees. The fird was an informationd update line that
employees could cdl and which dlowed individuad members of Empire' s senior management team to leave
voice mail messages for dl employees, including those who were not back at work. Second, a grievance
counsding hotline was dso immediately established to provide guidance and assistance to employees and

their families and friends during the wake of the disagter.
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In addition to communicating with employees via phone, the company hed grief-counsding
sessons in the Bronx, Long Idand City, Albany and New Jersey for dl World Trade Center employees
who wanted to atend. Meetings were dso held a other Empire stes, both for World Trade Center
employees who were working at dternative Empire locations, as well as for loca employees who wanted
to attend. Further, grief counselors were made available for informa meetings held by various employee
groups. One on one counsding was dso made available; both on ste a the offices of Empire' s behaviora

hedlth vendor, Magellan, as wdll as office based vists pursuant to Empire’ s employee assistance program.

Empire aso held a memorid service to pay tribute to those Empire employees who were among

themissing in New Y ork on October 12, 2001 and in Albany on October 13, 2001.

C. Infrastructure Impact

Empire logt dl furniture, office supplies and equipment located a the World Trade Center Ste, as

well as the use of the space. A summary of the telecommunications equipment and square footage logt is

asfollows

IT Equipment L ost Squar e Footage L ost Configuration

Sarvers 265 1WTC 462,704 0. ft. Offices. 344
Desktops: 2,255 2WTC 17,797 . ft. Cubides 1,643

Monitors: 2,268 TOTAL 480,501 0. ft. TOTAL 1,987




Laptops: 413
TOTAL: 5,201

Empire logt other equipment as well, including photocopy machines, mail operations equipment,

imaging equipment, kitchen equipment etc. A full inventory is being provided to its insurance carrier.

Empire dso logt dl mail that was on site and not yet imaged (imaged mail is available because it
was not gored at the World Trade Center.). All member mail is imaged upon arrival; as a result only a
couple of days worth of mail would have been unrecoverable. Empire estimates that gpproximeately two
day's worth of incoming mail (September 10 and September 11, 2001) waslogt. In addition, al paper files
and other paper documents were lost. The company is in the process of making a detailed assessment of

what those documents were and obtaining duplicates, wherever possible.

D. Temporary Work Locations

Empire immediately established atemporary Corporate Headquarters at 3 Huntington Quadrangle,
Médyville, New York 11747, an exising Empire ste.  Empire aso backfilled other Empire locations,
including Bohemia, Yorktown Heights, Middietown and Albany. Severd other temporary Stes were
immediately leased after the disaster; these siteswill continue to house displaced employees until permanent
facilities are available. This effort included working with severd of our business partners, such as Xerox
and IBM to rapidly find “hot Stes’ (pre-wired offices) in Meville and New York City for severd

departments. Empire aso leased short term space at the W Hotel in Manhattan to house a couple of
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hundred employees. In addition, an assessment was made as to whether some employees could work

from home, and a number of employees have been doing 0.

As temporary and permanent Sites have become available, additional employees have been cdled

back to work. Most employees have now returned to work.

E. Per manent Sites

Empire began working immediately with the red edtate brokers used in the move to the World

Trade Center to identify and lease permanent office space in New Y ork City.

Empire signed a 14-year lease for gpproximately 100,000 square feet at 11 West 42 Street, New
York, NY, which will house approximately 320 employees. Employees began moving into this space on

November 19, 2001.

In addition, some WTC employees have been permanently relocated to other sSites, including

Méelville and Middletown.

The remainder of the WTC employees will be located in temporary space for approximately two
years. This space includes Sites at 1440 Broadway and Park Avenue and 28" Street in Manhattan, as well
as 2 Huntington Quadrangle in Mdville. At the end of that term, gpproximately 1,300 employees from

these Steswill move to anew building thet is being built in the MetroTech Center in Brooklyn.
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F. Disaster Recovery Plan

Empire had an extensve Disaster Recovery Plan prior to September 11, 2001. The Disaster
Recovery Plan helped Empiré's management and daff to provide an immediate response to this
catastrophic event, and provided for the establishment of a command center which, as noted above, helped
to focus our rapid recovery efforts. In addition, pursuant to this plan, Empire had consolidated multiple IT
systems, required that al divisons use company maintained servers, and provided for the regular back up
of those servers. In addition, in connection with the planning, Empire had expanded its imaging capability
and processes, thus minimizing the loss of data. The plan aso required that dl Empire business units have
their own recovery plan in place. These plans provided an overview of the requirements, Strategies, and

proposed actions necessary to rapidly and effectively recover business operations following a disaster.

G. Insurance Cover age for L osses

Empire maintained three insurance policies to cover potentid losses semming from a catastrophe:

1. Business Property ($31 million available for furniture, equipment, books, etc.);
2. Business Interruption ($36 million for emergency recovery, including the differentia for temporary
rent costs); and

3. Computer Equipment ($101 million for equipment throughout the Company).
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Empire's carier for dl three policies is the &. Paul Insurance Company. Thus far, they have
indicated that they do not intend to disclaim coverage, and have in fact provided over $5 million in advance

funds. Empire continues to work closely with them to provide appropriate documentation of its clams.

H. Foundation

Following the disaster, Empire received numerous requests from employees and other Blue Cross
Blue Shidd plans that wanted to donate money to help the injured and the families of those who were lost
in the attack. Empire established the “Empire World Trade Center Disaster Relief Fund” to provide
financid and other assistance to its employees who were injured in the September 11 terrorist attack on the
World Trade Center, as well as to the family members of Empire employees who remain unaccounted for
snce the disaster. Empire has contributed $100,000 to the Fund and additiona contributions of almost
$300,000 have been made to date by the Blue Cross and Blue Shield Association, a number of Blue Cross
Blue Shidd plans, Empire employees and private individuas and organizations. To date, Empire has
digtributed $200,000 from the Fund and has established a $150,000 scholarship fund for the children of

Empire' s employees and consultants who were logt in the disaster.

4, INDIVIDUAL DIVISION/DEPARTMENT RECOVERY EFFORTS
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A. Finance

Empire' s financid system (the Oracle database) was housed in the Staten Idand facility; no data
was logt on any production system and Oracle was 100% recovered. However, when fird reactivated, the
financia system was operating on anaog telephone lines, which were dow and caused ddlays. T-1 lines
have since been ingaled, which enables faster transmission of the needed data to dlow completion of the

required financid reports due to regulators.

With respect to personnel, the finance department consists of severa units. The World Trade
Center based Finance Department personnd, including the Actuaria and Financia Andyss departments
and Underwriting, are temporarily relocated to two Horizon Blue Cross and Blue Shidd buildings in
Newark, New Jersey. The Actuarid and Financid Depatments currently are fully operationd and
anticipate meeting dl reporting deadlines. It is anticipated that they will operate out of these temporary

offices until the end of December, when they will relocate to New Y ork City Stes.

The Underwriting Department was in the middle of renewal season when the disaster occurred. Its
main chalenge was finding office space and the associated technology to get the underwriters back to
work. Within afew weeks of the disagter, dl underwriting staff was fully back to work and equipped with
the technology needed to get their job done. Thirty day contractua notice requirements for January 1,
2002 (and earlier) renewds have been, or should be, met for al customers, with many of them receiving
more notice than is customary. However, the Underwriting department did lose customers paper

underwriting files. These files will be rebuilt on a going-forward bass.  Additionaly, some programming
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regarding this Department’s new Group Underwriting System was lost. Empire' s Systemns Division is now

recreating this code.

Empire moved mogt of its accounting department to its Albany sitein 1997 and the accounting area

continued to operate uninterrupted after September 11, 2001.

For approximately two weeks after the disaster the Treasury Department operated from remote
locations. The Cashiers operation was re-located to Albany on September 17, 2001, and resumed the
processing of incoming cash. The externa cash lock box and incoming wire transfer process was not
interrupted. The remaining Treasury operations were re-located to Long Idand. During this period,
Empire maintained adequate short-term liquidity to guaranty the timely and uninterrupted payment of dl
obligations. Incoming cash flow was temporarily delayed however, until the posta service resumed
operation. Empire's cash flow has since returned to norma. Investment activity continued throughout the
period. The Treasury Department's primary records were secured off-site, and they are in the process of

re-creating certain documentation files.

B. Oper ations

The mgjority of Empire's customer service and claims processing operations are located at Empire
fadlities in Albany, Médville, and Middletown, al of which have remained in operation uninterrupted since

September 11, 2001.
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However, it is estimated that Empire lost approximately 1.5 days worth (gpproximately 36,000) of
incoming clams as a result of clams received but not yet imaged/stored eectronicaly. Electronic
submissions were not affected at adl and are being processed normally. Empire has, however, requested
that providers re-submit any claims that were mailed during the period between September 5, 2001 to
September 11, 2001. Claims submitted on or after September 12, 2001 are not affected. It should aso
be noted that clam receipts from September 11, 2001 through September 30, 2001 were down by

approximately 6,000 per day but they have now returned to normd levels.

Empire' s cal centers remained operationd throughout the disagter; al cals that would have been
answered at the World Trade Center were rerouted to other call centers within minutes. There were some
delays in answering cdls on September 11, 2001 and September 12, 2001 due to additional volume at the

dternate call centers. These delays were eliminated by September 13, 2001.

With respect to the membership and hbilling function within Operations, Empire immediately
suspended its autometic cancdlation policy through October 31, 2001 for individuas and groups. This
policy would normaly cancd policies for groups that did not pay their premiums on time. Empire has made
every effort to exercise care and responsible judgment in making determinations regarding clams,

cancdlations and non-renewds of palicies insuring those impacted by the tragedy.

Group account and membership information, financid data and adminigtrative sysems data is aso
housed at a remote facility and was not affected by the events of September 11, 2001. Based upon a

comparison of Membership and Billing inventory (both paper and Excd items) from immediately prior to
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the disaster to an Excel count taken on the morning of September 12, 2001, Empire believes that it lost

aoproximeately:

- 626 membership gpplications (maintenance)

- 240 membership inquiries (changes, terminations, etc.)

- 200-300 new group submissions in various stages of completion (e.g., the group and members may

have aready been loaded but the cash not reconciled)

- A few dozen pieces of cash dthough the actua number is likely to be larger depending upon how
many items were in Cash Management. These numbers do not include any additiond items that
were received in the mailroom and were waiting to beimaged. We believe that two (2) daysworth
of mail was lost and that could trandate to an additional 2,000 + pieces (aggregate of gpplications

and inquiries).

- Approximately 50,000 ID cards produced between September 5 and 11" had to be re-run.

(Note: Empire' s vendor, Personix assisted to successfully get the ID cards re-run).

The Membership and Billing staff is working closdy with Empire€'s Sdes Department regarding re-

submission of the lost documents and it is expected this department will make afull recovery.
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C. Systems

All of Empire's core systems are operating. As noted above, dl systems are regularly backed up,
and backed up data has been fully recovered. Some systems development work was temporarily halted

dafter the disagter.

Because of Empire's scanning and imaging initiatives over the past years, the loss of paper clams
was minimad. Empire's scanning and imaging capacity was large enough to handle the additiona paper

volume caused by the disaster and this area has experienced no back up.

Cisco, dong with severd other IT vendors with which Empire maintains ongoing business

relationships with, have been extremely respongive to the Corporation’s need to secure new equipment on

an expedited bass. No issues regarding replacement of equipment have been identified.

Empire s web site was unaffected by the disagter, providing an excdlent channd for communicating

to the genera public, employees, members, customers, brokers and providers throughout this period.

D. Audit
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Most Audit functions were located at the World Trade Center. After September 11, 2001, the
Internd Audit Department operations were curtailed, with only limited work-at-home capabilities, except
for the Corporate Performance Department, which was immediately transferred to Empire's Middletown

faility.

The Audit Department lost alarge number of documents as a result of the disaster.  All hard-copy
audit work papers from 1996 through 2001 were destroyed. However, the Adminigrative Time and
Tracking System and data files on shared computer drives are intact and severa dectronic documents are

retrievable to aid in the rebuilding of some audit work papers.

The Internd Audit Department's 2001 Work Plan was dgnificantly curtailled because of the

disaster, and some audits were outsourced to Erngt & Y oung.

Only four (4) of the nine (9) members of the Internal Audit Department were called back to work.
Empire is saeking to outsource this function, which will offer maximum flexibility in resource dlocation and

better access to specidized skills and taent in the marketplace.

The entire Fraud Department was located at the World Trade Center but is now back in operation.

The flagged provider unit was operaing out of Empires Middletown office within two weeks of
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September 11. The remainder of the Fraud Department commenced operating at temporary space at the
W Hotd approximately 30 days after the disaster. All of this staff will be relocated to the 1440 Broadway

site before the end of the year, and will ultimately be located at MetroTech in Brooklyn, NY.

Empire' s Fraud Abuse and Management system (“FAMS’) is intact and fully operationd. All

FAMS data was recovered, including the provider flagging function and eectronic fraud case higtory.

Hard-copy case evidence ismissing, and every effort is being made to recreete these paper files.

F. General Counsdl

Empire's Legd Depatment was housed entirdly a the World Trade Center. The Generd
Counsd’s office was initidly operating in Mdville, and has now been moved to 11 W. 42 Street. The
remainder of the gaff is currently located at Y orktown Heights. The Department is fully operationa, and
continues to provide advice interndly and to defend lawsuits. All of the saff is expected to be relocated at

two Stesin Manhattan before the end of the year.

With respect to litigation, al paper files were logt, and for cases that were being handled solely by
in house counsd, efforts are focused on recondructing files, through copying documents from adversaries
and the courts. Empire has recovered the management description of al litigation, which has been helpful in
restoring the more sgnificant cases. With respect to the smdler cases, the litigators and paradegds have

spent time at the various courthouses identifying cases to ensure that al dates are met.
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Empire's legd management sysem, CLMS, which has subgtantia information on al litigation, was

just restored and is in the process of being updated.

With respect to corporate records, Empire has Board and Committee minutes from 1994 through
present stored dectronically. The company is atempting to restore attachments and meeting materid files
by working with outsde counsd, Board Members, regulatory authorities and consultants who attend and /

or receive copies of these documents on aregular basis.

Empire is ds0 in the process of obtaining copies of licenses, filings, corporate sedls and al other

officid, corporate governance documentation for Empire and its subsdiaries.

With respect to contracts with outside vendors, a list of al such vendors is maintained on the
financid system for payment purposes. As noted above, that system isintact and al vendors continue to be
properly paid. Empire is in the process of retrieving copies of dl contracts that Empire maintained with
these vendors. Similarly, Empire is assessing what other required documentation was logt, and a project

team is systematically pursuing copies of al necessary documentation.

The Purchasing Department is aso fully operationd and is providing guidance and assistance with
the physica replacement of furniture, equipment and other supplies.

G. Human Resour ces and Services

The Human Resources and Services Department (“HR&SD”) operates from numerous Sites.

Although paper personne files were lost, HR&SD retained most information eectronicaly and this
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information was not lost as a result of the events of September 11, 2001. The HR&SD continues to

operate from dl sites where Empire employees are located.

H. M edical M anagement

Empirés Medicd Management unit continued to operate without interruption after the disagter.
Medicd management functions for Empire's commercia and national accounts were not located in the
World Trade Center. Cdl center activities and clinical review functions are located in Albany. In addition,
Empires“24 by 7” toll-free nurse call center Hedlthline, is located at Empire s Méville office and was not
impacted by the events of September 11, 2001. Empire did implement a moratorium on adminigtrative
medicd management functions (i.e, adminidrative denias to providers for no natification of admisson
pursuant to contracts) due to the tragedy and its impact on providers in the New Y ork metropolitan area

between September 11, 2001 and September 30, 2001.

Empires Grievance (in the cusomer service divison) and Appeds (in the medicad management
divison) units are aso located in Albany and were not impacted operationdly. All grievances and gppeds

were handled as usua and according to the required timeframes throughout this period of time.

The only area of medica management adversaly impacted by the World Trade Center tragedy was
the medicad management program for BlueChoice Senior Plan, Empire' s Medicare HMO. The clinicians
that provide the medicad management for this program were located in the World Trade Center.  All

telephonic functions were transferred to Albany staff on September 11, 2001. They were transferred back
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to the Senior Plan gtaff effective September 25, 2001, at which time the staff was relocated to temporary

gpace in Manhattan, & the offices of Magelan Behaviord Hedth. The appeds unit for Senior Plan was not

impacted.

l. M edical Delivery

Most of Empire's medical ddivery staff was located in the World Trade Center. This area is
primarily responsible for the maintenance of Empire' s provider networks, as well as provider relaions, and

provider e-busness functions. All of these functions are fully operationd.

Medica Ddivery is dso responsble for provider credentiding, which was adversdly affected as a
result of the loss of the WTC. All credentiding files were logt. Replacement of lost physician credentids
files will be accomplished through a contract with a credentiding vendor. It is anticipated in connection

with this contract that this function will remain outsourced to this vendor.

Copies of provider contracts were also lost. However, al rates are loaded on the system, so the
loss of the contracts has not adversaly impacted Empire's ability to pay clams promptly and accurately.
Copies of the contracts are being recovered from network providers.

J. M edicar e Oper ations
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Customer service and claims processing for Medicare Part A and B are handled a our facilitiesin
Bohemia, Yorktown and Syracuse, NY, as well as those in Harrisburg, PA, and Middletown, CT. They

are fully operational and were not affected by the disaster.

Empire' s sdes force was located at a variety of offices, including the World Trade Center. The
disaster resulted in afew rdatively minor delays associated with some of Empire' s sales processes, such as

the issuance of new enrollment kits and renewd activity.

In addition, Empire lost paperwork on gpproximatey 200 small groups in the community market.
Generd Busness Agents (“GBA” s) were asked to reach out to groups affected in order to get them to re-

submit their paperwork.

After the disaster, discussions were immediately held with a number of customers to reassure them
that Empire remained fully operationa, and a Empireés request, the New York State Insurance
Department dso contacted severd of the Company’s larger clients to assure them that the Company
remains a viable, active entity. Sales representatives contacted mog, if not al groups, to advise them that
Empire was fully operationd. For the most part, enrollment remains strong and requests for proposas

continue to come into Empire.
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Tota corporate enrollment as of September 31, 2001 totaled 4,393,549 members, representing an

increase of 290,275 members, or 7.1 percent, from year-end 2000.

L. Senior Plan

The disaster had minimal impact on BlueChoice Senior Plan, Empire’ s Medicare HMO product or
its operations. The Senior Plan Department was able to file the ACR with Centers for Medicare and

Medicaid Services by the September 17, 2001 regulatory due date.

Senior Plan Medica Management was fully operationa as of September 25, 2001 and Senior Plan

Operations and its compliance staff were fully operational in temporary space as of October 3, 2001.

4. SUMMARY AND COMMENTS

A number of factors contributed to Empire s effective response to the disagter:

Undoubtedly, disaster planning, especialy as it rdated to the back-up of dectronic data and the

uniformity of servers, was a sgnificant contributor to Empire s deta recovery.

Empire dso bdieves that in part, its Strategic Management and Implementation Program (“SMI™)

and its continuous qudity improvement program, contributed sgnificantly. This process requires dl
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employees to understand the operations of the entire company and how their individua functions may
impact other departments and the corporation as a whole. Most management employees attend weekly
meetings a which al mgor company projects are discussed. As aresult, alarge portion of Empire’ s gaff,
immediately following the disaster, knew precisdy what the effects of the disaster would be and what
needed to be done. Moreover, the SMI system encourages employees to act independently and to push
projects to completion; accordingly, even when middle management could not contact senior management,

they did not hesitate to do what they knew needed to be done.

Furthermore, Empire' s IPTV system, which is a closed circuit televison system where employees
can observe management meetings from their desks and from remote locations, had provided dl employees
with firg hand knowledge about the company and its management. This gave strong credibility to
management, even in its absence, and helped employees fed they were empowered to act. Similarly,
employees recelve a condant flow of information, updates and training about the company, through
digtribution and discussion of the gtrategic and annud plans at periodic Straight Tak sessons. At these
sessons, management presents current company satus to al employees, and provides employees an
opportunity to ask questions. All of this helped provide employees with the knowledge they needed and

the confidence to proceed.

Findly, Empire s believes its employees themsdves were a key factor in its fast recovery. Empire
has a very stable workforce that has repeatedly shown its commitment to the company. The dedication,
responsbility and hard work of dl of the individuas who work a Empire were clearly contributing factors.

Notwithstanding the trauma employees had been through, many World Trade Center employees reported
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to work a other stes within hours of the disaster, and many more by the next morning. Empire€'s

workforce deserves much of the credit for the rapid and efficient recovery.



