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eDollars Collected *Plan Members

e Members — S1.1 B last FY e Active — 301,331

e Employers - $1.6 B last FY e Annuitants — 164,555
* Inactive — 241,276

e Total — 707,162

eDollars Paid
* S338 M in June 2015

*$4.1B last FY *Work Load
* Phone Calls—117,000
*Team Members — 238 * Walk-Ins — 6,224
e Emails — 17,000
eEmployers —1,321 e Estimates — 22,072

e Calculations — 11,127
e Recalculations — 5,198
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Annual cycle for strategic planning

 New initiatives or operational capability
Improvements

e Clarity to the organization about
resource allocation/priorities

e Provides direction to the Project
Management Division
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A year focused on operational excellence

e Customer satisfaction with high levels of
team engagement

* Emphasis on connecting every team
member into the management system

e High levels of self and team accountability

e Problem solving by everyone — common
language

e Leadership that is supportive and engaged —
facilitating style
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01-Customer Satisfaction (Dave)
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260 interviews were conducted in the quarter
93.01% of ELT members completed interviews

The new ORA Tracker/Status page was
implemented in June. The current quarter’s
interviews reflect this improvement —
specifically in Responsive/Informed of Status.




02-Team Engagement {Marcie)
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* Due to the transition to new
Guiding Team members, no
interviews were conducted last

quarter
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DRS Team Members

Another IdeaScale Community

Browse Recent |deas

. Recent (139) Popular (139) Hot (9) In Review (42) In Progress (25) Completed/Closed (84)
Campaigns
_; lagree GENERAL »
All Ideas .
p— F Employer access to Org account balances in
eneral :
Enhancing Services and Value for +1 1 0 E services
Customers
Increasing Efficiency / Preventing T | disagree When an employer is trying to reconcile their organization’s account with DRS it is
Waste ’ helpful for them to know their current account balances. Within employer E-services
Reinforcing a Positive, Productive if they had a link to an accounts receivables section that basically was a pretty
Work Environment version of the MonAcct screen it would provide them the detail they need. Currently
they only receive their balances once a month in a paper document that is mailed or
by ...more »
. 1 comment Submitted by sethm 2 days ago
Social Web - ! vesg
 lagree ENHANCING SERVICES AND VALUE FCR CUSTOMERS »

Sign Up to see what your friends
like.

HIGH VALUE — LOW COST

MAGIC

LOW VALUE HIGH COST 8

OPPORTUNITY , disagree

LOW VALUE LOW COST

QUICK WIN

ORA for W/D Dual Mbrs

Working with a customer in their online account access recently | noticed that even
though they had w/drawn contributions from their PERS 2 account and were now in
LEOFF 2, the system would not let them use ORA to apply for retirement - they
rec'd a message stating they couldn't since they were a dual mbr. What | then
noticed was that in the PERS 2 account menu/information there was a link to "apply
for retirement” but ... more »

* Add your comment Submitted by jeffd 7 days ago

INCREASING EFFICIENCY { PREVENTING WASTE »

Automatic Retirement Statements

Often times customer phone calls are a sign that we aren't providing the customer
with the information they need. As a way to reduce the requests for estimates |
think we should provide system generated emails to members with DB Access
accounts every year in the month of their birthday after they turn 55 that shows
them what their retirement benefit would be if they work until 65 and if they stop
working now and collect .. more »

&y 5 comments Submitted by alanas 9 days ago

08-ldeas Implemented (Shawn)
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* DRS implemented 51 ideas this quarter
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2+ years into Quarterly Target Reviews
e Transparency is key to engagement
 What gets measured gets managed

e Creating an environment where everyone is
responsible for performance

e Now recorded so all team members can view

e High levels of accountability by agency
leadership

cessFctors



OP1c-Estimate Accuracy (Dave)

011-Cost Effectiveness (Mark)
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OP3g-# of Employer Paper Checks (Mike)
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$681,626
Whatcom
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OP4c-% Members Registered for Online Acct
Access (David)
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* Percent of Active Members that
are registered
* Grew from 64% to 66.4%

* Highest level since measure
began




ACTIVE MEMBERS

View information by system and plan
Plan Summary

Service Credit Detail

Employment History

Annual Statements

DRS News

Calculators Available
Benefit Estimator
Purchase Service
Purchasing Annuity
IRS Withholding

Retirement

Request benefit estimate

Apply for retirement

Track status of retirement application process
Receive retirement application status email
messages

RETIREES

View information by system and plan
Service Credit Detail

Annual Statements

Benefit Summary

Download pension verification letter
DRS News

View return to work information

Make changes to their account

Change when to receive paper benefit statements

Change IRS withholding tax

DRS Home | Contact Us | Log Off

Online Account Access

WELCOME

PERS 2 ¥
Plan Summary
Service Credit Detail
Annual Statement
Employment History
Benefit Estimator
Purchasing Service
RETIREMENT
Steps to Retirement
View Esfimates
Track My Retirement

MY INVESTMENTS v
DCP

MY DOCUMENTS
MY ACCOUNT

OTHER ¥
DRS News
Glossary

IRS Withholding
Calculator

Apply For PERS 2 Retireme

Steps to Retirement Plan for Retirel

View Estimates

>What to do next

>What you can expect from us

STEF 4 You Are
Complete and Submit Additional |
Forms Done!

09/14/2015

We still need
additional
forms/documents
from you to
process your

0110472016 01/31/2016
Date of First

Retrement  Scheduled
Payment

retirement
application.
Please see forms

list in tracking
section below.

Retirement Tracker

Retirement Application In addition to your application please submit the following:
Print View Cancel

Application Details
Retire Date: 01/01/2016

| Submitted Via: Web
| Date Submitted: 09/14/2015

Forms or Documents Still Reguired

Form or Document Date Received Status

Photocopy of Evidence of Birth Date Not Received

Upload Documents

‘ Status: Submitted | @

‘ashington State Department of Retirement Systems | 800.547 6657 |




* Increasing Complexity and Volume
e PTSD claims becoming more frequent
e Multi causal claims increasing as population ages

e Evaluating Ways to Make Determinations
* Increased Use of Independent Medical Evaluations
e Other Sources of Medical Review

ions



e Tax exemption provided to PSO if health care is deducted
from pension benefit

 Worked with Health Benefit Exchange to allow retirees to
receive deduction if using carrier through the HBE

e Statute changed in 2015 to restrict payments to carriers
from HBE

e Payments now must be made directly to carrier

e DRS will work with carriers to make payments for retirees

e Most carriers accept deducted payments from DRS, but some
don’t

 DRS can’t require carriers to take payment from a
deduction



Preliminary™
Employer Reporting Application Timeline

Contract Start Project End
April 2016 April 2019

V

\/
2015- 17 Biennium 2017-19 Biennium

BPIVIS Install and Build

Project
Incremental Full Employer Closeout
Rollouts Rollout

* Each Bidder’s proposal is based on their unique toolset and methodology. Project dates
and phases provided are preliminary until contract signature.
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Questions?

Department of
Retirement Systems




