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Service Delivery
We have made great strides in the Attribute of Timeliness, but there is still progress to be made under
the Service Credit Purchase, Retirement Allowance Payroll Adjustments and Call Wait time metrics.
Timeliness began and ended the year in a yellow status, but this does not reflect the fact that we have
transformed our performance in multiple key business processes and made many operational
improvements across CSS. Quality and Customer Satisfaction continue to reflect a green status.

Agenda Iltem 7
Attachment 1

This Value Driver, as well as the two underlying Attributes of Availability and Effectiveness reflect a
green status. CSS has scheduled retirement planning fairs for members in the coming fiscal year which
In years past have been well received by our customers.

Benefit Administration
The overall Compliance Value Driver remains green. The Attributes of Appeals and Risk Management
also remain in green status. At the beginning of the year, Audits was not performing up to established
service levels, but from the third quarter onward, CSS staff was able to improve business partners’
understanding of the audit process and findings, advancing the process of resolving outstanding cases.
As of the fourth quarter, we are operating at the service level agreement for audit findings.

CSS has developed metrics that will measure the utilization and effectiveness of Self-Service
functionality. These metrics will be specific to the transactions customers perform via Member Self-
Service.

Operational
Effectiveness

CSS has developed metrics to measure our operational effectiveness. These metrics measure our
ability to manage our workload.

Status Indicators

I'100%—90%: Operations within this area meet or exceed the established performance targets.

|O89%-74%: Operations within this area do not meet established performance targets, but are within
an acceptable range of variance.

’74%>:: Operations within this area do not meet established performance targets, and are outisde
of an acceptable range of variance.

C>Insufficient data to calculate performance in this operational area.

Expected Trend

4r-Considering operational trends, planned corrective actions, and current initiatives the operational performance is expected to increase
over the next 3-6 months.

|»Considering operational trends, planned corrective actions, and current initiatives the operational performance is expected to remain
constant over the next 3-6 months.

P-Considering operational trends, planned corrective actions, and current initiatives the operational performance is expected to
decrease over the next 3-6 months.
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