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Doing A Lot More...With Less
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Office of Retirement Services

By the numbers...
+ 1 outof 18

¢+ 1outof9

+ $5.6 billion

+ $49.3 billion




* First pension check
six month delay

¢+ Health insurance
3 month delay

¢+ Customer Requests
= misrouted and lost

= uptoayearto
respond to difficult
ISsues.
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The Solution
¢ Strategic Alignment

and Reengineering “The radical redesign of

business processes
for dramatic
¢ improvement.”

¢

~Michael Hammer



~ The Solution

¢ Strategic Alignment
and Reengineering

* Process-based
Organization

¢ Governance

Supplier Input Process Output Customer
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~ The Solution

¢ Strategic Alignment
and Reengineering

* Process-based if
Organization tf)l \K\’
+ Governance




- The Solution

ORS Process Map

Process Executive Business Business
Process Owner Process Owner Process Leader
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Employer Reporting

¥
Sean Bodell - Letitia Levi

Customer Education ﬂ Laurie Mitchell E Kathy Tober H Connie Morse

+ (Governance

- “Sll Debbie
‘H Meg Leonard H Grescowle

B Laurie Hill n
Benefit Plan Design IS j = SR sorrie Szl
g Project Lead: - Vanden Bosch

Process Champions - Phil Stoddard and Laurie Hill
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Tim McCormick

Leadership and Business Strategy
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_ The Results

FIE R EYELEEYY  Up to six months

after retirement

Health insurance Up to 3 months
TEGT) CTEU I Calls were routinely
misrouted and lost

Written responses Up to a year to
respond to difficult
issues
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The Results

FICI OB ELRYEY Y Up to six months 90% in 60 days

after retirement

Health insurance Up to 3 months 80% by
retirement date
TS I TR Calls were routinely 85% first call
misrouted and lost resolution

Written responses Up to a year to 86% within 10 days
respond to difficult
issues
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The Results

I A N

FISECHELUELENY  Up to six months 90% in 60 days 92% in 30 days

after retirement 100% in 60 days

Health insurance Up to 3 months 80% by 97% by
retirement date retirement date
TS I TR Calls were routinely 85% first call 90% first call
misrouted and lost resolution resolution

Written responses Up to a year to 86% within 10 days 95% within 10 days
respond to difficult
issues
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)The Results

HHT

Administrative Cost $59 $79

(per active member and annuitant)

Customers Served 4.125 1,724

(per employee)

Cost to pay a pension $7 $12

(per annuitant)
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The Future
Sustaining and Maturing < Enterprise and
Process Audits
* Tools and Technology
¢ Process Improvement

+ People and Change
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Sustaining and Maturing ¢

+ Tools and Technology
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~ The Future

Sustaining and Maturing ¢ Cnterprise and

Process Audits
¢ Tools and Technology

. . * Process Improvement
B I G|l + Pecople and Change
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Sustaining and Maturing < Enterprise and
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¢ Process Improvement
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