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CSS — Value Driver Tree

Business Strategy Value Driver Attribute Metrics

e Contact Center Overall Quality Assurance (QA) Evaluation

Quality Score
e # of instances of rework is not necessary of high salary

cases
Customer e % surveyed customers indicating satisfaction with CalPERS
Satisfaction e CSOD Customer interaction Satisfaction

e % reduction in CSS assigned CATS complaints

o Workable estimates completed within 30 days

e % of service retirement applicants whose 1 payment is

Customer made V\{ithip 30 calendar days of retirement or effective date

. on application

Experience e % of payroll adjustments made to service retirement
benefits within 4 months of retirement effective date

e % of death benefit claims paid within 45 days of receipt of
last required documentation (pre-retirement)

e % of death benefit claims paid within 45 days of receipt of
last required documentation (post-retirement)

o % of first refunds paid to eligible members within 30
calendar days of receipt of a valid election

e % of disability determinations made regarding approval or
disapproval within 6 months of receipt of complete
application packages

e % of first disability payment made within 30 days of effective

date or approval

% of beneficiary designations within 45 days of receipt

% of direct deposit authorizations within 50 days of receipt

Timeliness

% of powers of attorney within 60 days of receipt

% of beneficiary tax withholding elections within 45 days of

receipt

. . o % of OPEB contracts reviewed and approved within 2

Service Dellvery weeks after complete package received

e % OPEB disbursements administered by the 15" day of the
month following the month the disbursement was received

e % of extracts sent to PEMHCA employers within 30 days of

completed SEIA/REIA submission

e % of member determinations processed within 120 days

e # of enrollments processed for new agencies prior to the
effective date of the contract (Health)

e # of health enroliment requests sent by mail that are
completed within 30 days
% of member inquiries closed at the initial point of contact
% of employer inquiries closed at the initial point of contact

e Call wait time / excluding abandons averaged quarterly
(member)

e Call wait time / excluding abandons averaged quarterly

(employer)

% of calls answered employers

% of calls answered members

% of escalated inquiries closed within 10 business days

% of escalated inquiries acknowledged within 3 business

days

% of CSS assigned CAT inquiries responded to by due date

% of Section 218 Social Security agreements processed

within 5 business days

e # of attendees reporting the schedule for ILT and webinar
appropriately meets demand (attendees only) (Member)

o # of attendees reporting schedule for ILT and webinar
appropriately meets demand (Total Population) (Member)

e # of attendees reporting schedule for ILT and webinar
appropriately meets demand (attendees only) (Employer)

o # of respondents reporting the schedule for ILT and webinar
appropriately meets demand (Total Population) (Employer)

Availability

Customer

Education o % of attendees indicating course met their needs (member)

e % of attendees indicating course met their needs
(employer)

e % of attendees indicating Employer Forum / CSS

Effectiveness workshops & exhibits met their needs

e % of attendees indicating Retirement Planning Fair event
met their needs

e Survey of effectiveness from various types of
communication (publication, web, etc.)
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Metrics

Audits

# of Board Appeal Determinations upheld (without
constraints)

Administration

Self Service

% of internal audit findings closed within 12 months
(CalPERS process)

% of field audit findings closed within 12 months (external
process)

Utilization

% of specific voluntary transactions completed by participants
on self service portal

% of specific voluntary transactions completed by employers
on self service portal

# of members using online applications to make changes
during open enrollment (2013)

Increased number of non-transactional hits by participants on
self service portal

Increased number of non-transactional hits by employers on
self service portal

Effectiveness

Operational
Effectiveness

/\

Risk

# of errors generated from self service transactions (2013)

Management

% of identified risks with mitigation plans

% of security breaches resolved within 30 days

# of people affected by security breach

Severity of breach

# of Medicare eligible retirees who have not enrolled in
Medicare

High Performing
Staff*

Engaged Staff*

Job
Satisfaction™*

Background
for Innovation

*

*To be further developed as part of Objective 2.2 of the CalPERS 2012-14 Business Plan

Skilled Staff*

Skill Level*

Continued

Growth*
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