
TEACHERS’ AND STATE EMPLOYEES’ RETIREMENT 

SYSTEM & LOCAL GOVERNMENTAL EMPLOYEES’ 

RETIREMENT SYSTEM 

BOARD OF TRUSTEES MEETING – April 2017 

RSD Operations Update 

 

 



KEY TAKEAWAYS       

• July Retirements 

• Disability Statement of Income 

• ORBIT Self-Service Enhancement: January 28, 2017 

• Anti-Pension Spiking Invoices – 86% Paid in Full 

• 2017 Key Initiatives: 

– Update WorkFlow – May 19, 2017 

– Retirement Application On-Line 

– Fire & Rescue Redesign 
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Operations 
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Retirement Processing - 60 Day Paid On Time Rate 

Pct Paid on time if app rec'd >= 60 days prior Exceeds Meets

100.0% 
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Retirement Processing - Retirements Requested, TAT 

Retirements Requested for this Month Average Days from App Rec'd to 6E sent Goal

 1,012  
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Benefit Processing - Disability Applications 

Number of Re-Exams Received
Number of New Disability Applications Received
Avg Days from App Rec'd to Paid
Goal
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Benefit Processing - Death Notifications 

Death Notifications Received Average Days to Close Death Workflow Meets Exceeds

803 
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Benefit Processing - Refund Requests 

Number of Refund Applications Received    Average Days to Prepare a Refund Meets Exceeds

978 
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Payroll Processing - Monthly Payroll 

Payees on Monthly Payroll Amount Paid – Monthly Payroll 
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Retirement 
Estimates, 1,934,770 

Service Purchase 
Estimates, 172,822 

Beneficiary Updates, 
162,442 

Transfer Benefit, 
218,512 

Forms, 247,888 

Annual Statements, 
315,638 

Other, 302,004 

ORBiT Self Service 
Data is for last 12 
months. 
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Member Services 
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Feb-16 Mar-16 Apr-16 May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Nov-16 Dec-16 Jan-17 Feb-17

Pages Imaged 57,925 77,318 67,086 69,484 64,908 59,651 69,662 60,194 59,649 56,975 51,532 62,969 63,349

TAT-Workflow 0.59 0.46 0.35 0.27 0.27 0.33 0.71 0.34 0.35 0.36 0.25 0.26 0.75

TAT Goal 1 1 1 1 1 1 1 1 1 1 1 1 1
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Imaging - Pages Scanned 
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Feb-16 Mar-16 Apr-16 May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Nov-16 Dec-16 Jan-17 Feb-17

Correspondence Answered 3371 2649 2080 2032 1744 1745 2136 1949 1700 1546 1482 2581 3506

TAT 8.2 9.9 8.8 9.8 8.0 8.7 8.0 9.6 7.8 10.8 6.8 9.6 13.7

Goal 10 10 10 10 10 10 10 10 10 10 10 10 10

Educational Retirement Group - Correspondence 
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Feb-16 Mar-16 Apr-16 May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Nov-16 Dec-16 Jan-17 Feb-17

Webinars 2 4 4 4 4 4 4 4 4 4 4 4 4

Employer Meetings 1 1 1 4 2 0 0 0 1 1 0 1 0

Employee Meetings 5 11 17 13 13 12 14 15 8 7 1 12 9

Educational Retirement Group - Meetings and Webinars 

FY 16/17 Meetings = 113 
Annual Goal = 170 



Educational Retirement Group – 2016/2017 Fiscal Year Meetings 
and Webinars 

Count 
Jul-June 

Attendees 
Jul-June 

Employee 78 4331 

Employer 3 123 

Webinar 32 860 

Total 113 5314 

Goal 170 

15 

Employee Meetings Employer Meetings Webinars
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Feb-16 Mar-16 Apr-16 May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Nov-16 Dec-16 Jan-17 Feb-17

Counseling Sessions 92 96 85 74 90 90 145 151 116 135 66 119 121

Office Visitors 418 461 322 272 343 281 388 253 231 258 274 251 338

Educational Retirement Group - Visitors and Counseling 
Sessions 
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Feb-16 Mar-16 Apr-16 May-16 Jun-16 Jul-16 Aug-16 Sep-16 Oct-16 Nov-16 Dec-16 Jan-17 Feb-17

% Calls Answered in 60 Sec 10.5% 29.4% 56.3% 79.9% 71.4% 56.4% 56.8% 61.6% 76.1% 83.4% 80.4% 37.1% 21.0%

Goal 65% 65% 65% 65% 65% 65% 65% 65% 65% 65% 65% 65% 65%

Avg Speed of Answer 13:35 4:43 3:02 0:42 0:59 2:44 2:17 1:50 1:12 0:47 0:48 4:16 6:25

Total Calls Offered 31,973 28,373 24,164 18,820 21,083 23,027 25,513 22,565 21,990 18,302 16,794 24,480 34,362

Call Center - Service Level 
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Policy, Planning & Compliance 
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Overpayments - Amount Collected 

$757,827 

Collected in past 13 months: 

 $9,102,061  
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Contribution-Based Benefit Cap (CBBC) Liabilities 

• 92 retirees impacted by the CBBC as of 4/5/2017 

– 31 Invoices are for LGERS employers 

– 61 Invoices are for TSERS employers 
 

• Total CBBC liabilities invoiced as of 4/5/2017:  $8.6 million 

 

• Average invoice cost: $94,132.24 

– CBBC liabilities range in cost from $2,606.05 to $590,694.32  

 

• 79 employers have paid in full 

– Three employers have entered an installment payment plan 

– Total CBBC liabilities collected: exceeds $6.2 million 

 

 



Thank you 
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