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Service Delivery Transformation Roadmap 2012-2015

July 2012 July 2013 July 2014 July 2015
[] Future Project | ] Completed [ ] In Progress
< Consolidated Marketing
< Employer Access Improvements >
ACCESS < Web Event and Computer-Based Training Expansion >
< Access Channels >
< IVR Self-Service Expansion >
< Core Competency Training >
< my | CalPERS Efficiencies >
QUALITY ( Full Voice of the Customer Satisfaction Picture >
( Website Usability Improvements >
( Operational Efficiency Project >
< Business Intelligence Analytics >
(Contact Center Technology Upgradej
EFFECTIVEN ESS < my | CalPERS Member Self-Service & Enhancements > ( my | CalPERS Optimization
< Backlog Reduction j
< Social Media Customer Relationship Management >
( mylCalPERS Self-Service Marketing >
Complex Case Management >
( eSubscription Enhancements
SERVICES

(Event-Triggered Outreach)

Life Cycle Education

)

Delivering superior, end-to-end customer service that is adaptive to customer needs

A\\\\",/f/ CaIPERS Customer Services and Support
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