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YEAR IN REVIEW 

 Management System Implementation 
 Quarterly Target Reviews 
 Customer Satisfaction 
 Team Engagement 
 Retirement Services Workflow  
 Idea Implementation– Lean & Priority Quadrant 
 Employer Reporting Application 
 

 



 
 

  

  

  

  

DRS MANAGEMENT SYSTEM 



OUTCOME AND PROCESS MEASURES 
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QUARTERLY TARGET REVIEWS 

 Less gray and no red =   
 2 yellows are <1% away 

from being green 
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O5-Operational Health 

 Target is to have 60% in green 
 More measures are now 

operational . . .  more to go for 
QTR4 
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SP1b-Process Measure Health  



 
 

  

  

  

  

QUARTERLY TARGET REVIEWS 



 
 

  

  

  

  

DRS BREAKTHROUGH MAP 



 
 

  

  

  

  

CUSTOMER SATISFACTION 
THE THREE R’S 

Respectful:  You can expect 
To be treated as a valued customer by a patient 

and caring person, who is happy to help you. 
To be carefully guided through the retirement 

process. 
To be informed of the issues that impact your 

retirement in a way that is easy to understand 

 



 
 

  

  

  

  

CUSTOMER SATISFACTION 
THE THREE R’S 

Responsive: You can expect 
To have quick access to people who can help 

you. 
To receive timely responses to your requests. 
To be kept informed of the status of your 

requests.  
To speak with people who anticipate your needs 

and offer solutions. 
To be provided with easy-to-use forms and tools 

that can be found online. 
 



 
 

  

  

  

  

CUSTOMER SATISFACTION 
THE THREE R’S 

Right: You can expect 
The information you are given to be right.  
To receive information from a knowledgeable, 

professional person 



 
 

  

  

  

  

Customer Satisfaction 

 Monthly interviews conducted by agency leaders 
 331 interviews since March 
 Themes: 

 More frequent status updates during the 
application process 
 Forms and publications hard to understand 
 Benefit recalculation takes too long 
 Pleasant, knowledgeable analysts 
 Appreciation for phone and walk in service 

 
 



 
 

  

  

  

  

Workflow Restructure 

 GOALS 
 Balance customer and team member needs for 

customer contacts and retirement processing 
 Create flexibility to move resources where peak 

workload is happening 
 Reduce process and information variability 
 Maintain high responsiveness and high 

accuracy 
 

 
 



 
 

  

  

  

  

Workflow Structure 

 New structure 
 Contact center for phones and walk-ins, 

correspondence, etc. 
 Processing center for retirement 

calculations 
 Workload is first in-first out (FIFO) 
 Knowledge Management System to be 

implemented this summer 
 

 
 



 
 

  

  

  

  

Lean Greenbelts/Blackbelts 

 DRS Lean Enterprise promotes a culture that targets total 
customer satisfaction through improved operational 
effectiveness and efficiency. 
 Lead by example   

 Take time to coach team members 

 Utilize Customer Satisfaction data in Green Belt Activities to understand the 
voice of the customer 

 The process is what provides the structure to positive improvements 

 Provide “Yes-ability” (always say yes, unless the data says no) 

 Show respect at all times by supporting constructive conversations  

 Respect team member time and responsibilities in their daily work 

 Communicate your workload constraints with Leaders and Black Belts to 
reach a mutually agreed resolution 

 Communicate topics of interest or areas of training you would like to see 
covered to Leaders and Black Belts 

 



 
 

  

  

  

  

Ideascale 

 DRS Team members submit ideas about 
increasing efficiency, preventing waste and adding 
value for our customers 
 194 ideas posted 
 80 ideas completed/closed 
 32 ideas in progress 
 41 ideas in review 

 Top completed ideas include providing the Public 
Safety Officers Tax Savings letter via Online 
Account Access and Direct Deposit form 
assistance 

 
 



 
 

  

  

  

  

Lean – Agile Team 

 Team is continuing to utilize scrum methodology 
consisting of 3 sprints; 
 Sprint 1:  1/29 - 2/15 
 Sprint 2:  2/19 - 3/8 
 Sprint 3:  3/11 – 3/29 
 

 Sprints developed from employee stories 
 As ISD Support, I want a return screen that's maintainable and 

documented, so that enhancements can be made in a timely 
manner. 

 As a Fiscal Analyst, I want to receive a report that has all the 
returned payments, so that we can make sure the payments are 
either cancelled or reissued in a timely manner. 
 



 
 

  

  

  

  

Online Retirement Application 
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Service Retirements via the Web (Year-to-Date 2013) 

88 of 213 = 41.3% 

1533 of 6289= 24.4% 



 
 

  

  

  

  

Online Account Access 

 9,726 Active LEOFF Plan 2 registered users 
 Fiscal Year 2012-2013 DRS processed 156 

LEOFF 2 retirements via Online Retirement 
Application 

 Questions LEOFF 2 members are asking: 
 Where can I get health insurance? 
 What is my Cost of Living Adjustment this year? 
 Can I work for a DRS employer after retirement? 
 

 



  

  

  

  

Education & Outreach 

 

 
 



 
 

  

  

  

  

Employer Reporting Application 

 Rebuilding the mainframe application used since the 
1990’s; moving away from mainframe system, onto 
Windows system 

 RFP to be issued in August for software purchase, 
installation and development.  

 Rollout in June 2014 

 Goal is to minimize impact/effort for employers 

 New methodology for system development; limber, 
flexible, able to make changes inexpensively and 
more efficiently. 

 
 

 



 
 

  

  

  

  

Managed Medical Review Organization  

 Vendor’s Role 
 Not a 3rd party administrator; reviews disability application and 

supplemental information to make a recommendation, which DRS 
uses to make a determination. 

 Benefits to Member 
 Improved communication- Case Mgr calls with case # within 48 hours 
 Average turnaround of 10-15 days 
 More transparency- member can view status of application anytime 

 Benefits to DRS 
 Access to broader pool of expertise 
 Better able to handle increasing/varying workload 
 Better able to meet expectation of being Responsive 

 

 



 
 

  

  

  

  

Retirement Readiness 

 DRS provides information to members about retirement and retirement 
planning in many ways – seminars, online presentations, one-to-one 
assistance by phone or in person. 

 Our aim is to pull together these practices – and potential new 
initiatives – into a core process of promoting retirement readiness.  

 Focusing on how to engage members in retirement readiness 
throughout their career– from their 1st day of public service to 
retirement, we are identifying important opportunities (90-day choice, 
vesting, major life changes) to communicate and educate. 

 We are also looking at ways to encourage participation in the Deferred 
Compensation Program to help members supplement retirement 
earnings. 

 DRS can play a huge role in helping our customers prepare for and enjoy 
a successful retirement – which helps our members and it helps us as 
employers.  We look forward to updating you on the work of this new 
initiative.  

 



 
 

  

  

  

  

What’s Next 

Initiatives for the upcoming 12 months 
 Hold the Gain in RSD 
 Employer Reporting Application 
 Visual Management Systems 
 

 
 

 
 



 
 

  

  

  

  

 
Questions? 
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