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To: Employee Trust Funds Board
From: John Voelker

Deputy Secretary

Subject: ETF Operational Metrics

This memo is for informational purposes only. No Board action is required.

Attached is the ETF Operational Metrics report. Since this report was first presented to
the Board at the March 29, 2018 meeting, efforts to refine the information have
continued. In addition, a project was initiated to consolidate the various pieces of
agency operations data into one report. For example, information that was once part of
the Division of Retirement Services (DRS) customer service scorecard or statistical
report has been incorporated into the operational metrics report. The attached report is
the new combined report.

Page 3 of the report combines performance measurements into one chart. This chart
notes the performance objectives, performance targets, and current and historical
results. Those boxes shaded in green represent performance at or near the target, while
those in yellow and red fall short of our goals. Overall, you will note many key business
functions are green, but there are some functions that are falling short of the
performance target.

Page 4 of the report outlines the volume of work throughout the agency. This includes
current and historical information on such things as number of website visitors, call
volume in call center, the number of individual appointments held, and number of
retirement estimates completed. While workload has remained relatively flat from the
previous quarter, you will note several increases in the retirement services category.
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A few items of note from the specific performance charts include the following:

e The department is managing operational costs within budget.

e Vendor payments are being processed within 30 days.

e Call speed of answer has improved from quarter one and was surpassing
performance goals at the end of second quarter.

e Workforce turnover is at 8%, with departures outweighing internal movement.
This contrasts with 2016 and 2017, where internal movement was higher than
departures.

e Member appointment wait times have improved, but individual appointment
wait-times still exceed the performance goal of 15 days.

Staff will be available at the meeting to answer questions. Contact John Voelker at
608-266-9854 (email john.voelker@erf.wi.gov) with questions or comments.

Attachment: ETF Operational Metrics report
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ETF Operational Metrics

We support the ETF vision by encouraging data-driven decisions for continuous improvement in the following strategic areas:

ETF Financial Stewardship

How ETF executes Financial Stewardship,
achieving sustainability through responsible
budgeting, accounting and spending.

ETF Workforce Sustainability

How ETF manages learning and growth of its human
resources, maintaining staffing levels and growing an
engaged workforce.

ETF Customer Service

How ETF engages customers, provides products
and services, and responds to member needs for
insurance and financial security in retirement.

ETF Evolving Processes

How ETF evaluates, improves, and measures how
internal processes are functioning from the standpoint
of security, productivity, efficiency, and customer
impact.
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ETF Operational Metrics

Performance

Report as of 6/30/2018 Quarter Current Year current

Fiscal Year: FYQl1 FYQ2 FYQ3 FYQ4 | FY16 FY17 FY18

YTD

Category Chart Measure Performance Objective Calendar Year: Target| Q3-17 Q4-17 Q1-18 Q2-18 | 2016 2017 2018

Total operational cost per member including insurance and capitalized
FINANCIAL | F1 |Total Operational Cost costs (Fiscal Year, Annual) NA S94 | S112 | $S94
Pension fund operational cost per member as a percent of peer 70% -

F1 [Pension Fund Cost average (Fiscal Year, Annual) 100% 74% | 77% TBA

F2 |Operational Budget Projected expenses covered by operational budget (Fiscal Year) 100% 100% | 100% | 100%

F3 |Vendor Payment Timeliness [Vendor invoices paid within 30 days (no interest charges) 98% | 95% | 96% | 98% | 100% | 85% 95% 99%

CUSTOMER | c2 |Call Speed of Answer Member calls answered within 2 minutes 50% | 56% | 58% | 35% | 54% | 52% | 52% 45%

C2 |Call Speed of Answer Member calls answered within 3 minutes 70% | 63% | 65% | 42% | 61% | 59% | 60% 51%

Call Center | ¢3 |Call Abandonment Member calls answered before call is abandoned 90% | 93% | 94% | 88% | 92% | 89% | 92% 90%
Call Quality Members expressing high level satisfaction with call 99% | 99% | 99% | 99% | 99% | 99% | 99% 99%

Email Response Member emails receiving a response within 2 days 95% | 100% | 100% | 100% | 100% | 100% | 100% | 100%

Retirement Appointment Quality Members expressing high level satisfaction with appointment 95% | 99% | 98% | 99% | 100% | 99% 98% 99%
Services Payroll Inception Retiree benefits starting by next payroll or desired effective date 100%| 100% | 100% | 100% | 100% | 100% | 100% | 100%
Final Annuity Calculations |[Members receiving final annuity calculation within 5 months 90% | 96% | 32% | 53% | 47% | 38% 76% 50%

Separation benefits Separation benefits paid to members within 30 days (75 days in Q1) 90% | 76% | 82% | 88% | 78% | 83% | 83% | 81%

Survivor Death Benefits Paid Lump sum death benefit paid within 30 days of beneficiary application | 90% [78% 79% | 55% | 67% | 67% 74% 62%
Benefits Death Benefit Cancellation |Death benefits ended within 2 days of receiving death notice 100%| 100% | 100% | 100% | 100% | 100% | 100% | 100%
Beneficiary Designations Beneficiary designations effective within 5 days 90% | 100% | 100% | 100% | 100% | 100% | 100% | 100%

WORKFORCE | W2 [Retention / Turnover Employees retained as a percent of total positions (Annual) 85% 91% | 89% 92%
P2 |Retirement Estimate Average wait for retirement estimate is within 15 days of request 15 12 13 11 21 13 16 16

PROCESS P3 |Individual Appointments Average wait for next available individual session is under 15 days 15 16 21 28 30 22 17 29
P3 [Group Appointments Average wait for next available group sessions under 15 days 15 3 7 6 3 6 4 5
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ETF Operational Metrics

Services Delivered

Report as of 6/30/2018 Quarter Current Year Current
Fiscal Year 2017-2018 FYQl FYQ2 FYQ3 FYQ4 FY15 FY16 FY17 FY18

Category Chart|output Calendar Quarter Q3-17 Q4-17 Q1-18 Q2-18 2015 2016 2017 YTD 2018
FINANCIAL Invoices Processed (Fiscal Year, Annual) 985 1,073
Vendor Relationships (Fiscal Year, Annual) 116 131
CUSTOMER C1 |Website Visitors 167,373 216,101 200,900 194,410 527,897 576,009 708,022 395,310
Website Visits 327,757 456,444 422,986 380,630 | 1,036,664 | 1,107,832 | 1,395,938 803,616
Website Viewed Pages 1,411,672 2,683,539 2,301,412 2,085,658 | 3,631,385 | 3,939,516 | 6,015,742 | 4,387,070
Communication Twitter Number of Tweets 119 152 133 140 273
Twitter Followers (current) 633 662 718 732 732
Twitter Impressions (views) 64,500 71,600 106,100 90,100 196,200
Email Campaigns - GovDelivery 56 67 48 39 184 260 251 87
Email Subscribers (current) 43,255 43,051 43,859 43,650 42,511 39,910 43,051 43,650
Call Center Calls received 37,177 51,886 52,642 43,800 180,165 175,329 184,374 96,442
Emails processed 2,365 2,719 4,375 4,620 13,005 12,459 12,718 8,995
Field Presentations 577 1,576 814 1,122 6,021 6,890 4,379 1,936
Webinar Presentations 1,599 1,254 1,977 1,350 8,294 7,139 6,400 3,327
Group Appointments 488 551 675 666 2,741 2,648 2,172 1,341
Retirement Individual Appointments 981 789 1,010 876 3,573 3,792 3,777 1,886
Education On-line Appointments 68 159 232 240 - 23 348 472
Walk-in Service 1,064 1,879 1,398 982 3,297 3,249 5,499 2,380
Total Members Served 4,777 6,208 6,106 5,236 23,926 23,741 22,575 11,342
Beneficiary Designations 7,752 5,727 5,799 7,888 24,950 27,984 27,352 13,687
Retirement Applications Received 2,665 2,920 3,139 4,941 13,278 12,715 13,111 8,080
Retirement Retirement Estimates Requested 5,384 5,004 7,482 6,948 24,315 22,958 24,341 14,430
Services Retirement Estimates Completed 5,234 5,071 6,998 7,412 24,728 25,483 23,649 14,410
New Annuities Estimated 2,768 1,297 2,249 3,566 10,174 10,107 9,776 5,815
Annuities Finalized 1,312 2,733 2,114 2,555 9,240 11,442 9,043 4,669
Lump Sum Retirement Payments 987 750 592 1,201 2,710 2,782 3,027 1,793
Monthly Annuity Payments 605,608 607,801 610,996 614,865 | 2,254,435 | 2,331,538 | 2,404,502 | 1,225,861
Disability Benefits Paid 22,134 22,078 29,329 29,357 91,026 90,160 88,834 58,686
WORKFORCE Departures Processed (Annual) 40 25 29 23
New Hires and Transfers (Annual) 82 83 58 46
Staff Training Hours (Fiscal Year, Annual) 8,884
PROCESS P1 |[Internal Audit recommendations (Annual) N/A 14 33 5

Legend: Blue = Fiscal Year, Black = Calendar Year, Bold = Most Recent Value (current quarter or year-to-date cumulative total)
Twitter Followers and Email Subscribers represent current point in time values and are not cumulative for the year.
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ETF Operational Metrics - Appendix

Chart Name Description
Total Operational cost per member (active and annuitant) by fiscal year. Total includes health insurance, third- party
administrators, and capitalized costs. Reference lines show cost for ETF Pension Fund only; ETF and the corresponding fiscal year
F1 Operational Cost Per Member 2017 CEM Peer average. Breakdown by Other Overhead, TIM Initiative, IT Operations and State Personnel.
F2 New Authority and Expenditures  |Operations budget comparison of New Authority versus Actual Expenditures by fiscal year.
Tracks vendor invoices payment timeliness before and after internal audit recommendations were implemented. Charts invoices
paid within the 30-day no-interest period, and those that went over 30 days, by month and fiscal year for FY17-FY18. Data
F3 Vendor Payment Processing indicates the efficacy of process improvements made in late 2017.
C1 Website Usage Visitors and pages viewed on etf.wi.gov by month for the last 3 calendar years.
Call Center speed of answer shown as percentage of calls answered within the 2 and 3 minute service goals. Performance is
C2 Call Center - Speed of Answer shown by month for the last calendar year and year to date with overlay of total call volumes.
The percentage of abandoned calls by month for the previous year and current year to date with an overlay of total call volumes.
C3 Call Center — Abandoned Calls Compares results to a “range” goal based on balancing cost with customer satisfaction.
Turnover as a percent of authorized positions, by departures versus internal movement. Historic view by calendar year. Includes
W1 Workforce Turnover the distribution by departure reason (resigned, retired, terminated) for last 3 years.
P1 Internal Auditing Total Internal Auditing recommendations and the current status of resolution by calendar year of audit.
P2 Retirement Estimates Retirement estimate production and turnaround time, by month for the last calendar year and year to date.
P3 Member Appointment Scheduling |Visitors and pages viewed on etf.wi.gov by month for the last 3 calendar years.




Documentation

		       ETF Operational Metrics

		OVERVIEW



		This documents contains the master slides used in the ETF Operational Metrics Board report.

		Where noted on the tab, the master was created in PowerPoint and is maintained in the presentation.

		ETF Operational Metrics are divided into Performance measures and Services Delivered.

		Performance metrics have targets against which performance is measured. 

		Services Delivered indicates actual accomplishments and is an indication of workload.

		More detailed definitions are included below.



		PERFORMANCE



		Definition

		Performance measures are outcomes of the work we do. They are measured against goals to understand how well we are meeting 

		leadership and customer expectations. Performance includes measurement of efficiency, speed, or quality such as based on customer feedback.

		The Performance tab shows these measures with targets designed to be the minimum desirable value indicating we are meeting our goals.



		Reporting Period

		The last 4 quarters of data are included as well as summary for the last 3 years.

		If data is reported annually, the quarter columns will be greyed out.

		All metrics are reported using Calendar year unless performance objective indicates "Fiscal Year" in blue.

		For fiscal year metrics, reference the FY quarter column header.

		Annual column for current year is YTD except at year end. YTD values will be bold to indicate they are incomplete. 



		Setting Targets

		Targets will be selected as the highest level of performance reasonably achievable.

		Target percentages represent the minimum desired outcome.

		Numbers represent the Maximum allowable amount for good performance.



		Performance Evaluation (Red, Yellow, Green)

		Metrics may differ by the variance from target that will result in the following colors.

		These tolerances will be contained in hidden columns to the right of the Performance report.

		Tolerance represents the minimum acceptable value or as a percentage of target. 



		Colorization and Rounding

		Coloring on the chart is accomplished through conditional formatting based on the tolerances entered to the right of the chart

		Tolerances for each color are checked for green, then yellow then red. These represent the minimum value that will be accepted for that color.

		Actual values are rounded for display but not for setting color. This can be confusing and will be investigated to see if this can be changed.

		For example, if the green tolerance is 99% and the result value is 98.7% - The result value shows as 99% but will be yellow since actual value is below 99%.

		Tolerances can be set 1% lower if needed to avoid yellow for rounded values that appear to meet goal.



				 = At or near target

				 = Moderately below target

				 = Significantly below target



		Trend Indicator (TBD)

		Change in value must be statistically significant. A minimum of 3 data points indicate an upward or downward trend.

		Need to determine if trend should be based on last for quarters, or last 3 years. This column is not yet being used and is hidden.



		SERVICES DELIVERED

		 

		Definition

		Services delivered represent volume or "outputs" of ETF's activities. These volumes are often driven by seasonality, customer needs, and other external factors. 

		It is important to understand these output as a reflection of workload to understand seasonality, trends, and potential need to adjust staffing levels.

		However, we do not associate a specific target for volumes of services delivered.

		These measures reflect "What we do", whereas Performance measures reflect "How well we do it".



		Reporting Period

		The reporting periods for Services Delivered are the same as those on the Performance summary (with an additional year of history). 

		Targets, performance evaluation percentages and colorization are not applicable to Services Delivered so a separate summary chart is used.

		 





























































































Appendix

		     ETF Operational Metrics - Appendix

		Chart		Name		Description

		F1		 Operational Cost Per Member  		Total Operational cost per member (active and annuitant) by fiscal year. Total includes health insurance, third- party administrators, and capitalized costs. Reference lines show cost for ETF Pension Fund only; ETF and the corresponding fiscal year 2017 CEM Peer average. Breakdown by Other Overhead, TIM Initiative, IT Operations and State Personnel. 

		F2		 New Authority and Expenditures		Operations budget comparison of New Authority versus Actual Expenditures by fiscal year. 

		F3		 Vendor Payment Processing		Tracks vendor invoices payment timeliness before and after internal audit recommendations were implemented. Charts invoices paid within the 30-day no-interest period, and those that went over 30 days, by month and fiscal year for FY17-FY18. Data indicates the efficacy of process improvements made in late 2017.  

		C1		 Website Usage		Visitors and pages viewed on etf.wi.gov by month for the last 3 calendar years.

		C2		 Call Center - Speed of Answer		Call Center speed of answer shown as percentage of calls answered within the 2 and 3 minute service goals. Performance is shown by month for the last calendar year and year to date with overlay of total call volumes.

		C3		 Call Center – Abandoned Calls		The percentage of abandoned calls by month for the previous year and current year to date with an overlay of total call volumes. Compares results to a “range” goal based on balancing cost with customer satisfaction. 

		W1		 Workforce Turnover		Turnover as a percent of authorized positions, by departures versus internal movement. Historic view by calendar year. Includes the distribution by departure reason (resigned, retired, terminated) for last 3 years. 

		P1		 Internal Auditing		Total Internal Auditing recommendations and the current status of resolution by calendar year of audit. 

		P2		 Retirement Estimates		Retirement estimate production and turnaround time, by month for the last calendar year and year to date.

		P3		 Member Appointment Scheduling		Visitors and pages viewed on etf.wi.gov by month for the last 3 calendar years.





























































Performance

								     ETF Operational Metrics																										 

		 						Performance

		Report as of 6/30/2018												     Quarter				Current		 		Year   		Current				Targets										 

						 		Fiscal Year: 		 		FY Q1		FY Q2		FY Q3		FY Q4		FY16		FY17		FY18		Annual		Min Value Allowed						Validated

		Category		Chart		Measure		Performance Objective                                                   Calendar Year:      		Target		Q3-17		Q4-17		Q1-18		Q2-18		2016		2017		YTD 2018		Trend		Green		Yellow		Red		Source		Business Definition		Notes

		FINANCIAL		F1		Total Operational Cost		ETF operational cost per member including insurance and capitalized costs  (Fiscal Year, Annual)		NA										$94		$112		$94										BCAP /Thorson		All ETF operational costs including capitalized costs, divided by the number of active members.		 

				F1		Pension Fund Cost		Pension Operations Cost per member as a percent of peer average 
(Fiscal Year, Annual)		70% - 
100%										74%		77%		TBA				70%		50%		0%		BCAP / CEM		CEM reported administrative costs for Pension Fund operations. Excludes capitalized and insurance operational costs. Allows over 100% but will need manual adjustment to red.		 

				F2		Operational Budget		Projected expenses covered by Operational budget (Fiscal Year)		100%										100%		100%		100%				100%		0%		0%		BCAP /Thorson		Portion of total dollars spent plus projected expenses for the remainder of the fiscal year that will be covered by the operating budget for the fiscal year. Create new rule of manually color.		 

				F3		Vendor Payment Timeliness		Vendor invoices paid within 30 days (no interest charges)		98%		95%		96%		98%		100%		85%		95%		99%				98%		90%		0%		STAR Finance (Handrick)		Vendor invoices paid by BCAP for which interest is due after 30 days. Excludes payments to WI State agencies, UW and health care providers paid by DTF.

		CUSTOMER  		C2		Call Speed of Answer 		Member calls answered within 2 minutes		50%		56%		58%		35%		54%		52%		52%		45%				48%		40%		0%		CallsBoardReportMetricData		Calls answered in under 2 min divided by total number of calls answered (excludes abandoned calls). Currently average of monthly percentages. Change to use raw numbers? DRS reran the data - determine impact		 

		 		C2		Call Speed of Answer		Member calls answered within 3 minutes		70%		63%		65%		42%		61%		59%		60%		51%				65%		60%		0%		CallsBoardReportMetricData		Calls answered in under 2 min divided by total number of calls answered (excludes abandoned calls). Currently average of monthly percentages. Change to use raw numbers? DRS reran the data - determine impact		 

		Call Center		C3		Call Abandonment  		Member calls answered before member abandons the call		90%		93%		94%		88%		92%		89%		92%		90%				88%		85%		0%		CallsBoardReportMetricData		Abandoned calls divided by Incoming Calls. Change to use raw numbers? DRS reran the data - determine impact

		 				Call Quality		Members expressing high level satisfaction with call 		99%		99%		99%		99%		99%		99%		99%		99%				98%		96%		0%		CallsBoardReportMetricData		Call survey responses that are considered positive (criteria?). Note: 40-47% response rate, 4-5K surveys.

						Email Response 		Member emails receiving a response within 2 days		95%		100%		100%		100%		100%		100%		100%		100%				93%		85%		0%		CallsBoardReportMetricData		Member email responses within 2 days divided by total member emails received.						 

		Retirement 		 		Appointment Quality 		Members expressing high level satisfaction with appointment 		95%		99%		98%		99%		100%		99%		98%		99%				95%		85%		0%		MSBApptInformation - needs validation		Percentage of members responding to the appointment quality survey that was (define high level satisfaction). Note - questions changed July 2018, waiting for results

		 Services 				Payroll Inception  		Retiree benefits starting by next payroll or desired effective date		100%		100%		100%		100%		100%		100%		100%		100%				98%		97%		0%		No data source. 		First annuity check is sent to member in the first payroll for which cutoff has not passed OR in a later payroll specified by the member. This takes priority over finalizing annuity calculations so member can get a check.		RH working on a data source.

		 				Final Annuity Calculations 		Members receiving final annuity calculation within 5 months 		90%		96%		32%		53%		47%		38%		76%		50%				85%		80%		0%		BPSPayrollStats		Final annuity is on payroll 5 months from the date annuitant is estimated on payroll to the date that retirement calculations are fianlized.

		 				Separation benefits		Separation benefits paid to members within 30 days (75 days in Q1)		90%		76%		82%		88%		78%		83%		83%		81%				85%		80%		0%		LSPSDeath30Days		Goal is met if mailed within 75 days in Q1 , and within 30 days for other quarters. Q1 mailings are delayed until annual interest rate is known to ensure interest and avoid supplmental payment. is before interest rate for the year is known, 		 

		Survivor 				Death Benefits Paid		Lump sum death benefits paid 30 days of beneficiary application		90%		78%		79%		55%		67%		67%		74%		62%				90%		85%		0%		LSPSDeath30Days		Measured from date of application to date payment sent. Time to use standard sequence to locate beneficiary/closest living relative is highly variable and not included in the standard. 		 

		Benefits				Death Benefit Cancellation		Death benefits ended within 2 days of receiving death notice		100%		100%		100%		100%		100%		100%		100%		100%				98%		95%		0%		No data source. 		Percentage of annuity payments that are stopped within 2 days of receiving notice a member annuitant has died.		RH working on a data source.

		 				Beneficiary Designations		Beneficiary designations effective within 5 days		90%		100%		100%		100%		100%		100%		100%		100%				88%		85%		0%		No data source. 		Percentage of beneficiary applications that are entered into the system within 5 days.		RH working on a data source.

		WORKFORCE		W2		Retention / Turnover		Employees retained as a percent of total positions  (Annual)		85%										91%		89%		92%				85%		80%		0%		Turnover reports 9%, 11%, 8% ytd		Permanent employees leaving ETF as a percentage of average authorized positions in the report period.

										Max Target		Q3-17		Q4-17		Q1-18		Q2-18		2016		2017		YTD 2018				Max Value Allowed
Green  Yellow  Red

		 		P2		Retirement Estimate		Average wait for retirement estimate is within 15 days of request		15		12		13		11		21		13		16		16				16		18		365		MSBApptInformation		Percentage of retirement estimates that are delivered to the member within 15 days from date of request. 						 

		PROCESS		P3		Individual Appointments		Average wait for next available individual session is under 15 days		15		16		21		28		30		22		17		29				16		18		365		MSBApptInformation		Average wait time measured weekly (Mondays) from current date to first available individual face-to-face appointment regardless of what members schedule. Suggested considering new goal for Indiv appts - under consideration.		 

		 		P3		Group Appointments		Average wait for next available group sessionis under 15 days		15		3		7		6		3		6		4		5				16		18		365		MSBApptInformation		Average wait time measured weekly (Mondays) from current date to first availablegroup session regardless of what members actaully attend.		 

						 





 Services Delivered - PREV

		 				 ETF Operational  Metrics

								Services Delivered   						 

		Report as of 6/30/2018								     Quarter				Current				 		Year   		Current		YTD

		 				Fiscal Year 2017-2018  		FYQ1		FYQ2		FYQ3		FYQ4		FY15		FY16		FY17		FY18		 Annual

		Category		Chart		Output                               Calendar Quarter		Q3-17		Q4-18		Q1-18		Q2-18		2015		2016		2017		YTD 2018		Trend

		FINANCIAL		 		Total Invoices Processed (Fiscal Year, Annual)		 				 		 						985								Report by calendar year?

						Total Vendor Relationships  (Fiscal Year, Annual)														116

		CUSTOMER		C1		Website Visitors 		167,373		216,101		200,900		194,410		527,897		576,009		708,022		200,900

		 		 		Website Visits		327,757		456,444		422,986		380,630		1.0M		1.1M		1.4M		422,986

				 		Website Viewed Pages		1.4M		2.7M		2.3M		2.1M		3.6M		3.9M		6.0M		4.4M

		Communication				Twitter Number of Tweets

						Twitter Followers

						Email Campaigns - GovDelivery

						Email Subscribers

		Call Center 				Calls received										36,799		35,112		36,385

		 				Emails processed										2,481		2,107		2,365

		 				Field Presentations																						 

						Webinar Presentations

		 				Group Appointments														6,551

		Retirement				Individual Appointments														9,276								Combine with on-line?

		 Education 				On-line Appointments														348

						Walk-in Service														5,537

						Total Members Served														21,712

		 				Annual Reconciliation

		 				Beneficiary Designations 										 		 		 

		 				Member File Updates

				 		Retirement Applications Received						3,194		 		13,278		12,715		13,111		3,194

						Retirement Applications Processed										 		 		 		 						Remove?- Not currently reported

		Retirement				Retirement Estimates Requested						7,482				24,315		22,958		24,341		7,482

		 Services 				Retirement Estimates Completed						6,998				24,728		25,483		23,649

				 		New Annuities Estimated						2,114				10,174		10,107		9,776

				 		Annuities Finalized										9,248		11,450		9,041

				 		Lump Sum Calculations						592				2,710		2,782		3,027

						Total Annuities Paid										 		 		 		 

		Disability 				Benefits Paid 														11,904

						Total Members Receiving Benefits												6,300		6,378

		WORKFORCE		 		Departures Processed										40		25		29		22

				 		Internal Transfers Processed										26		30		38		8

				 		New Hires Recruited and Employed																				 		 

		PROCESS   		P1		Internal audit recommendations 										N/A		14		33		5



						 





Workload - Formatting Test

		 				 ETF Operational  Metrics

								Services Delivered   						 

		Report as of 6/30/2018												Current								YTD

		 				Fiscal Year 2017-2018  		FYQ1		FYQ2		FYQ3		FYQ4		FY15		FY16		FY17		FY18		 Annual		Trend Calc

		Category		Chart		Output                               Calendar Quarter		Q3-17		Q4-17		Q1-18		Q2-18		2015		2016		2017		2018		Trend		2 year var 		1 year var						Up 		Down 		Trend

		FINANCIAL		 		Total Invoices Paid (Fiscal Year, Annual)		 				 		 						985

						Total Vendor Contracts (Fiscal Year, Annual)														116						 

		CUSTOMER		C1		Website Visitors 		167,373		216,101		200,900		 		527,897		576,009		708,022		200,900				134%		123%						1		- 0		0

		 		 		Website Visits		327,757		456,444		422,986				1.0M		1.1M		1.4M		422,986				5%		10%		75%		81%

				 		Website Viewed Pages		1.4M		2.7M		2.3M				3.6M		3.9M		6.0M		2.3M

		Communications				Twitter Number of Tweets

						Twitter Followers										100		15		135

						Email Campaigns - GovDelivery

						Email Subscribers

		 				Field Presentations

		 				Group Presentations														6,551

						Webinar Presentations

		Retirement				Individual Appointments														9,276

		 Education 				Virtual Appointments														348

						Walk-in Appointments														5,537

						Total Members Served														21,712

		 				Annual Reconciliation

		 				Beneficiary Designations 										 		 		 

		 				Member File Updates

						Retirement Applications Received						3,194		 		13,278		12,715		13,111		3,194

						Retirement Applications Processed										 		 		 		 

		Retirement				Retirement Estimates Requested						7,482				24,315		22,958		24,341		7,482

		 Services 				Retirement Estimates Completed						6,998				24,728		25,483		23,649

						New Annuities Estimated						2,114				10,174		10,107		9,776

						Annuities Finalized										9,248		11,450		9,041

						Lump Sum Calculations						592				2,710		2,782		3,027

						Total Annuities Paid										 		 		 		 

		Call Center				Calls received										36,799		35,112		36,385

						Emails processed										2,481		2,107		2,365

		Disability 				Benefits Paid 														11,904

						Total Members Receiving Benefits												6,300		6,378

		WORKFORCE		W1		Vacancies at Year End										24		17		29		34

		 		W1		Permanent Staff				 						246		253		246		241

		Human		W1		Total Authorized Positions				 						270		270		275		275

		Resources		W2		Departures										40		25		29		22

				W2		Internal Moves										26		30		38		8

		PROCESS   		P1		Internal audit recommendations 										N/A		14		33		5







Outstanding Items

		Outstanding Items 

		HR Charts are shown on both charts as potential options. 

		Update Speed of Answer chart to reflect goal on calls answered in <  3min chart to 75%





		OUTPUTS



		Items to confirm and document

		DRS  

		Are emails received or processed?

		Virtual retirement sessions - do we have data for these? Previously reported?

		Should Final Calculation Annuities be annuities or retirements processed?

		show 2017 by quarter?

		show 2017 first?

		compare same quarter to prior years same quarter?

		replace number of sessions to number of members?

		Are webinar included in group?

		What is the difference between retirement estimates and new Annuity Estimates?

		Inconsistent estimates: Is 2015 24,283 requested or 24315 (when shown by year)



		Communications

		Do we want emails sent or # prescribers

		Include Twitter impressions, or just tweets and subscribers



		Disability  

		What is statutorily required?

		Is this Performance? (historic trends overlay of claimants and benefits paid)

		   Historic claim trends by disb program (ICI, etc…)

		Splits not included in inventory above (by age, type of claim, etc)

		Quarterly written, annual presentation







Services Delivered

		 				                  ETF Operational  Metrics

								Services Delivered   

		Report as of 6/30/2018								     Quarter				Current				 		Year   		Current		YTD

		 				Fiscal Year 2017-2018  		FYQ1		FYQ2		FYQ3		FYQ4		FY15		FY16		FY17		FY18		 Annual

		Category		Chart		Output                             Calendar Quarter		Q3-17		Q4-17		Q1-18		Q2-18		2015		2016		2017		YTD 2018		Trend		Source		Business Definition		Notes

		FINANCIAL		 		Invoices Processed (Fiscal Year, Annual)		 				 		 						985		1,073				STAR Finance		Total number of invoices paid in the report period. This may include multiple invoices per vendor.		 

						Vendor Relationships (Fiscal Year, Annual)														116		131				STAR Finance		Total number of vendor for whom payment was made in the fiscal year excluding Healthcare and UW.

		CUSTOMER		C1		Website Visitors 		167,373		216,101		200,900		194,410		527,897		576,009		708,022		395,310				Awstats		Number of unique members (email or IP address?) that have visited the ETF website URL.

		 		 		Website Visits		327,757		456,444		422,986		380,630		1,036,664		1,107,832		1,395,938		803,616				Awstats		The number of total member visits to the ETF website. 

				 		Website Viewed Pages		1,400,000		2,700,000		2,300,000		2,100,000		3,631,385		3,939,516		6,015,742		4,387,070				Awstats		Number of pages viewed by members visiting the website. 

		Communication				Twitter Number of Tweets  		119		152		133		140								273				Mark Lamkins  		Number of unique messages or communications sent by ETF via Twitter.

						Twitter Followers		633		662		718		732								732				Mark Lamkins  		Number of members or general public who have requested on Twitter to  receive ETF communications

						Twitter Impressions (views)		64,500		71,600		106,100		90,100								196,200				Mark Lamkins  		Number of member views of ETF twitter communications. Similar to pages viewed for the website.

						Email Campaigns - GovDelivery		56		67		48		39		184		260		251		87				Awstats		Mass emails sent using GovDelivery service to employers (and/or members?).

						Email Subscribers		43,255		43,051		43,859		43,650		42,511		39,910		43,051		43,650				Awstats		Members who are set-up to received ETF email communications.

		Call Center 				Calls received		37,177		51,886		52,642		43,800		180,165		175,329		184,374		96,442				CallsBoardReportMetric Data		In-coming calls that are offered to the Call Center. Does not include... (TBD)

		 				Emails processed		2,365		2,719		4,375		4,620		13,005		12,459		12,718		8,995				CallsBoardReportMetric Data, History from board reports		Emails sent by members that were responded to by call center staff. 

		 				Field Presentations		577		1,576		814		1,122		6,021		6,890		4,379		1,936				\Board DataYYYY (Member Mtgs)  		Presentation done in municipalities on a specific retirement topic.		BoardMetrics (\\accounts.wistate.us\ETF\files\prod\Operations\Business_Analysts\BA_Collaboration\Data-Metrics\Metrics)

						Webinar Presentations		1,599		1,254		1,977		1,350		8,294		7,139		6,400		3,327				\Board DataYYYY (Member Mtgs)  		On-line presentations covering a specific retirement topic.

		 				Group Appointments		488		551		675		666		2,741		2,648		2,172		1,341				\Board DataYYYY (Member Mtgs)  		Pre-scheduled group sessions on retirement decisions at Madison or remote locations. Registered members are provided their own account summaries.

		Retirement				Individual Appointments		981		789		1,010		876		3,573		3,792		3,777		1,886				\Board DataYYYY (Member Mtgs)  		Member face to face retirement counseling sessions with appointment conducted in DRS at Hillfarms. Excludes virtual appointments and quick service.

		 Education 				On-line Appointments		68		159		232		240		- 0		23		348		472				\Board DataYYYY (Member Mtgs)  		Individual retirement counseling sessions conducted with members on-line with a virtual appointment.

						Walk-in Service 		1,064		1,879		1,398		982		3,297		3,249		5,499		2,380				\Board DataYYYY (Member Mtgs)  		Walk-in counseling sessions without an appointment at Hillfarms plus Quick Service provided at the front desk without an appointment for specific member questions.		 

						Total Members Served		4,777		6,208		6,106		5,236		23,926		23,741		22,575		11,342				Calculation		Total number of member interactions from any of the above "Retirement Education" categories. 

		 				Beneficiary Designations 		7,752		5,727		5,799		7,888		24,950		27,984		27,352		13,687				\Board Data YYYY (Member Updates)		Number of requests processed to establish or change a beneficiary designation.

				 		Retirement Applications Received		2,665		2,920		3,139		4,941		13,278		12,715		13,111		8,080				\Board Data YYYY (Retirement Data), to be TC data		The number of retirement applications received and entered into the Transaction Control (TC) system. 		B152 Open

		Retirement				Retirement Estimates Requested		5,384		5,004		7,482		6,948		24,315		22,958		24,341		14,430				\Board Data YYYY (Retirement Data and Payroll)		Member requests for a retirement estimate including phone, mail, on-line, email, or walk-in requests.		B151 Open

		 Services 				Retirement Estimates Completed		5,234		5,071		6,998		7,412		24,728		25,483		23,649		14,410				\Board Data YYYY (Payroll)		Retirement estimates provided to members based on previous request.		B151 Closed

				 		New Annuities Estimated		2,768		1,297		2,249		3,566		10,174		10,107		9,776		5,815				\Board Data YYYY (Payroll)		How is this different from Retirement Applications Processed		B952 Open

				 		Annuities Finalized		1,312		2,733		2,114		2,555		9,240		11,442		9,043		4,669				\Board Data YYYY (Payroll)		Members on estimated payroll whose benefit has now been finalized.		B952 Closed

				 		Lump Sum Retirement Payments		987		750		592		1,201		2,710		2,782		3,027		1,793				\Board Data YYYY (Payroll) , will be PayrollBenefitCounts		Number of annuities paid as a lump sum.

						Monthly Annuity Payments  		605,608		607,801		610,996		614,865		2,254,435		2,331,538		2,404,502		1,225,861				PayrollBenefitCounts  		Total number of annuity payments paid to members excluding lump sum, disability and ICI payments. 		This is total of RDETH, RET, ROLL and SDETH payments made throughout the year

						Disability Benefits Paid 		22,134		22,078		29,329		29,357		91,026		90,160		88,834		58,686				PayrollBenefitCounts - green cols		Number of disability checks sent. 		This is total of CANCR, DDETH, DISB< DDISB< DISB4, 6123B, LTDI, LTDIS, 6213D, 6123R payments made throughout the year

		WORKFORCE		 		Departures Processed (Annual)										40		25		29		23				Turnover data  		All terminations from permanent positions including resignations, retirements, and terminated employees. Excludes LTE and Contractors.

				 		New Hires and Transfers (Annual) 										82		83		58		46				Cert Log data and Turnover (Movement)		Number of hires into permanent and LTE positions by year of  hire date (Appt Date). Excludes Contractors. 		 

				 		Staff Training Hours (Fiscal Year, Annual)														 		8,884				LaDR extract		Total hours of training for all individuals with user account in LADR. Includes all position types and start/end dates during the fiscal year . 		 

		PROCESS   		P1		Internal Audit recommendations (Annual) 										N/A		14		33		5				Yikchau Sze		Total number of action items recommended for audits completed during the calendar year.







removed

								 

		Removed intermediate items - internal metrics only						Employer satisfaction

		PROCESS		?		Daily Employer Transactions 		Daily employer transactions that are suspended (Maximum)		1000		 						 				446

		 		?		Pending Annuity Calculations		Total weekly annuity calculations that are pending (Maximum)		5000												2,713

		 		?		Pending Beneficiary Designations 		Weekly beneficiary designations that are pending (Maximum)		500		 						 				439

		WORKFORCE		W1		Vacancies at Year End										24		17		29		34				 		Remove?

		 		W1		Permanent Staff				 						246		253		246		241						Remove?

		 		W1		Total Authorized Positions				 						270		270		275		275						Remove?

						Retirement Applications Processed		1,312		2,733		1,846		4,308		10,840		17,231		10,155		6,154				Where is this from?		Members placed on estimated payroll based on retirement application. Does New Annuities estimated + Lump Sums equal this?		B152 Closed		Confirm with Rachel





Comm Goals Example

								     ETF Operational Metrics

		 						Performance

		Report as of 6/30/2018												     Quarter				Current		 		Year   		Current				Targets										2016		2017

						 		Fiscal Year: 		Min		FY Q1		FY Q2		FY Q3		FY Q4		FY16		FY17		FY18		Annual		Min Value Allowed								Communications		2015-2016		2016-2017		2015-2017		  Average Increase  		Goal

		Category		Chart		Measure		Performance Objective                                                        Calendar Year:      		Target		Q3-17		Q4-17		Q1-18		Q2-18		2016		2017		YTD 2018		Trend		Green		Yellow		Red				Website Visitors 		9%		23%		34%		17%		15%

		CUSTOMER  				Website Visitors 		Increase web visitors 15% annually (30% over 2 years)		15%										9%		23%						5%		5%		0%				Website Visits		10%		27%		40%		20%		15%

		 				Website Visits		Increase the number of member web visits 15% annually		15%										10%		27%						5%		5%		0%				Website Viewed Pages		8%		54%		67%		33%		15%

		Communications				Website Viewed Pages		Increase the number of pages viewed by members 15% annually		15%										8%		54%						5%		5%		0%

		 				Email Campaigns - GovDelivery		Increase email campaign volumes 15% annually		15%										41%		-3%						14%		5%		0%				Email Campaigns - GovDelivery		41%		-3%		36%		18%		15%

		 				Email Subscribers		Increase email subscribers 15% annually		15%										-6%		8%						14%		5%		0%				Email Subscribers		-6%		8%		1%		        Unchanged

																														neg numbers don’t follow coloring rule well.





Services Delivered - Validation

		 				                  ETF Operational  Metrics

								Services Delivered   

		Report as of 6/30/2018								     Quarter				Current				 		Year   		Current		YTD

		 				Fiscal Year 2017-2018  		FYQ1		FYQ2		FYQ3		FYQ4		FY15		FY16		FY17		FY18		 Annual

		Category		Chart		Output                               Calendar Quarter		Q3-17		Q4-17		Q1-18		Q2-18		2015		2016		2017		YTD 2018		Trend		Source		Business Definition		Notes

		FINANCIAL		 		Total Invoices Processed (Fiscal Year, Annual)		 				 		 						985		TBA				STAR Finance		Total number of invoices paid in the report period. This may include multiple invoices per vendor.		Report by calendar year?						 

						Total Vendor Relationships  (Fiscal Year, Annual)														116		TBA				STAR Finance		Total number of vendor for whom payment was made in the fiscal year excluding Healthcare and UW.

		CUSTOMER		C1		Website Visitors 		167,373		216,101		200,900		194,410		527,897		576,009		708,022		395,310				Awstats		Number of unique members (email or IP address?) that have visited the ETF website URL.

		 		 		Website Visits		327,757		456,444		422,986		380,630		1,036,664		1,107,832		1,395,938		803,616				Awstats		The number of total member visits to the ETF website. 

				 		Website Viewed Pages		1,400,000		2,700,000		2,300,000		2,100,000		3,631,385		3,939,516		6,015,742		4,387,070				Awstats		Number of pages viewed by members visiting the website. 

		Communication				Twitter Number of Tweets  		119		152		133		140								273				Lamkins		Number of unique messages or communications sent by ETF via Twitter.

						Twitter Followers		633		662		718		732								732				Lamkins		Number of members or general public who have requested on Twitter to  receive ETF communications

						Twitter Impressions (views)		64,500		71,600		106,100		90,100								196,200				Lamkins		Number of member views of ETF twitter communications. Similar to pages viewed for the website.

						Email Campaigns - GovDelivery		56		67		48		39		184		260		251		87				Awstats		Mass emails sent using GovDelivery service to employers (and/or members?).

						Email Subscribers		43,255		43,051		43,859		43,650		42,511		39,910		43,051		43,650				Awstats		Members who are set-up to received ETF email communications.

		Call Center 				Calls received		37,177		51,886		52,642		43,800		RH		RH		184,374		96,442				CallsBoardReportMetric Data		In-coming calls that are offered to the Call Center. Does not include... (TBD)		Matches Rachel's CallsBoardReportMetricData

		 				Emails processed		2,365		2,719		4,375		4,620						12,718		8,995				CallsBoardReportMetric Data		Emails sent by members that were responded to by call center staff. 		Not on spreadsheet - Have Rachel check these

		 				Field Presentations		577		1,576		814		1,122		6,021		6,890		4,379		1,936				\Board Data per RH - Wait times on chart from MSBApptData but not counts- confirm sources - green is validated to board report		Presentation done in municipalities on a specific retirement topic.		BoardMetrics (\\accounts.wistate.us\ETF\files\prod\Operations\Business_Analysts\BA_Collaboration\Data-Metrics\Metrics)				 

						Webinar Presentations		1,599		1,254		1,977		1,350		8,294		7,139		6,400		3,327				\Board Data per RH - Wait times on chart from MSBApptData but not counts- confirm sources - green is validated to board report		On-line presentations covering a specific retirement topic.

		 				Group Appointments		488		551		675		666		2,741		2,648		2,172		1,341				\Board Data per RH - Wait times on chart from MSBApptData but not counts- confirm sources - green is validated to board report		Pre-scheduled group sessions on retirement decisions at Madison or remote locations. Registered members are provided their own account summaries.

		Retirement				Individual Appointments		981		789		1,010		876		3,573		3,792		3,777		1,886				\Board Data per RH - Wait times on chart from MSBApptData but not counts- confirm sources - green is validated to board report		Member face to face retirement counseling sessions with appointment conducted in DRS at Hillfarms. Excludes virtual appointments and quick serive.		where did Rachel get these numbers - does not match MSBApptInformation

		 Education 				On-line Appointments		68		159		232		240		- 0		23		348		472				\Board Data per RH - Wait times on chart from MSBApptData but not counts- confirm sources - green is validated to board report		Individual retirement counseling sessions conducted with members on-line with a virtual appointment.

						Walk-in Service 		1,064		1,879		1,398		982		3,297		3,249		5,499		2,380				\Board Data per RH - Wait times on chart from MSBApptData but not counts- confirm sources - green is validated to board report		Walk-in counseling sessions without an appointment at Hillfarms and Quick Service provided at the front desk without an appointment for specific member questions.		(Please note I combined Without an appointment with quick service)

						Total Members Served		4,777		6,208		6,106		5,236		23,926		23,741		22,575		11,342				Calculation		Total number of member interactions from any of the above "Retirement Education" categories. 

		 				Beneficiary Designations 		7,752		5,727		5,799		7,888		25,123		28,162		27,352		13,687				\Board Data YYYY (Member Updates)		Number of requests processed to establish or change a beneficiary designation.

				 		Retirement Applications Received		2,665		2,920		3,139		4,941		13,278		12,715		13,111		8,080				\Board Data YYYY (Retirement Data)		The number of retirement applications received and entered into the Transaction Control (TC) system. 		B152 Open		All updated based on TCRetirementServicesData

						Retirement Applications Processed		1,312		2,733		1,846		4,308		10,840		17,231		10,155		6,154				Where is this from?		Members placed on estimated payroll based on retirement application. Does New Annuities estimated + Lump Sums equal this?		B152 Closed		Confirm with Rachel

		Retirement				Retirement Estimates Requested		5,384		5,004		7,482		6,948		24,315		22,958		24,341		14,430				\Board Data YYYY (Retirement Data and Payroll)		Member requests for a retirement estimate including phone, mail, on-line, email, or walk-in requests.		B151 Open

		 Services 				Retirement Estimates Completed		5,234		5,071		6,998		7,412		24,728		25,483		23,649		14,410				\Board Data YYYY (Payroll)		Retirement estimates provided to members based on previous request.		B151 Closed

				 		New Annuities Estimated		2,768		1,297		2,249		3,566		10,174		10,107		9,776		5,815				\Board Data YYYY (Payroll)		How is this different from Retirement Applications Processed		B952 Open

				 		Annuities Finalized		2,768		1,297		2,114		2,555		10,174		10,107		9,776		4,669				\Board Data YYYY (Payroll)		Members on estimated payroll whose benefit has now been finalized.		B952 Closed

				 		Lump Sum Retirement Payments		987		730		592		1,201		2,710		2,782		3,027		1,793				\Board Data YYYY (Payroll), to be replaced with PayrollBenefitCOunts TBA		Number of annuities paid as a lump sum.

						Total Annuities Paid		605,608		607,801		610,996		614,865		2,254,435		2,331,538		2,404,502		1,225,861				\Board Data YYYY, to be replaced with PayrollBenefitCOunts TBA (BUT MATCHES THE LATTER)		Total number of annuity payments paid to members excluding lump sums.		This is total of RDETH, RET, ROLL and SDETH payments made throughout the year

		Disability 				Disability Benefits Paid 		22,134		22,078		29,329		29,357		91,026		90,160		11,904		58,686				PayrollBenefitCounts, green cols		?Dollar amount of disability payments paid in the period.		This is total of CANCR, DDETH, DISB< DDISB< DISB4, 6123B, LTDI, LTDIS, 6213D, 6123R payments made throughout the year

						Total Members Receiving Disability Benefits		RH								RH		6,300		6,378		RH				Will be on PayrollBenefitCounts TBA (Rachel Providing)		Members who were paid a disability benefit (retirees only?)		Confirm with Rachel - does not match previous presentation (Anne)

		WORKFORCE		 		Departures Processed										40		25		29		22				Turnover data  		All terminations from permanent positions including resignations, retirements, and terminated employees. Excludes LTE and Contractors.

				 		New Hires and Transfers Processed 										 		 		90		46				Cert Log data		Individuals hired into permanent positions by year of  hire date (Appt Date). Excludes LTE and Contractors		 

				 		Training Hours Delivered (Fiscal Year, Annual)														 		8,884				LaDR extract		Total hours of training for all individuals with user account in LADR. Includes all position types and start/end dates during the fiscal year . 		 				 

		PROCESS   		P1		Internal audit recommendations 										N/A		14		33		5				Sze		Total number of action items recommended for audits completed during the calendar year.



																24,950		27,984				Beneficiary Desig - Using 5727 for Q4 2017



						 		 		 																Numbers Lori found for pink items. Calls/Email pink are Lori's updated numbers

																						 				Olive Green - Lori validated Rachel's number		Yellow - Lori needs to validate data source or Rachel is providing

																		22,820				Retirement Estimates Completed



								1,312		2,733						9,252		11,442		9,043		Annuities Finalized - 2017 using 2-19-18 version

										750



																				88,834		Disb 





MSBApptData - historic counts

						MSB Appoiment data

										Field?

		Year		Qtr		INDIV B213		GROUP B214 Madison		GROUP B215 Outreach		Virtual Group B216		VIRTUAL Indiv B217		Walk-IN								Year		2016		2016		2016		2016		2017		2017		2017		2017		2018		2018

		2016		Q1		890		184		537				3		554								Qtr		Q1		Q2		Q3		Q4		Q1		Q2		Q3		Q4		Q1		Q2

		2016		Q2		954		234		683						528								INDIV B213		890		954		861		770		1015		1014		889		788		896		886

		2016		Q3		861		120		531				6		463								GROUP B214 Madison		184		234		120		115		107		109		70		71		140		163

		2016		Q4		770		115		573		2		15		496								GROUP B215 Outreach		537		683		531		573		535		587		527		479		691		515

		2017		Q1		1015		107		535		1		35		284								Virtual Group B216								2		1		2				1		5		1

		2017		Q2		1014		109		587		2		82		134								VIRTUAL Indiv B217		3				6		15		35		82		67		171		226		237

		2017		Q3		889		70		527				67		78								Walk-IN		554		528		463		496		284		134		78		64		82		65

		2017		Q4		788		71		479		1		171		64

		2018		Q1		896		140		691		5		226		82																		Indiv appts/pop by RH				981		789		1,010		876		 

		2018		Q2		886		163		515		1		237		65

		Year		INDIV B213		GROUP B214 Madison		GROUP B215 Outreach		Virtual Group B216		VIRTUAL Indiv B217		Walk-IN								?		Year		2016		2017		2018				Indiv + walkin				 

		2016		3475		653		2324		2		24		2041								Indiv		INDIV B213		3475		3706		1782

		2017		3706		357		2128		4		355		560								Group		GROUP B214 Madison		653		357		303

		2018		1782		303		1206		6		463		147								Field?		GROUP B215 Outreach		2324		2128		1206

																						Webinar?		Virtual Group B216		2		4		6

																						Virtual		VIRTUAL Indiv B217		24		355		463

																						Walkin		Walk-IN		2041		560		147

								Output                               Calendar Quarter		Q3-17		Q4-17		Q1-18		Q2-18		2015		2016		2017		YTD 2018

								Field Presentations		577		1,576		814		1,122		6,021		6,890		4,379		4,669

								Webinar Presentations		1,599		1,254		1,977		1,350		8,294		7,139		6,400		1,793

								Group Appointments		488		551		675		666		2,741		2,648		2,172		1,225,861

								Individual Appointments		981		789		1,010		876		3,573		3,792		3,777		58,686

								On-line Appointments		68		159		232		240				23		348		- 0

								Walk-in Service 		1,064		1,879		1,398		982		3,297		3,249		5,499		- 0

								Total Members Served		4,777		6,208		6,106		5,236		23,926		23,741		22,575		1,291,009





tcretire historic data

		TC Retirement Services Data

				Year		SumOfRetirement Application B152 Open1		SumOfRetirement Application B152 Closed1		SumOfRetirement Estimates B151 Open		SumOfRetirement Estimates B151 Closed		SumOfRetirement Application B952 Open		SumOfRetirement Application B952 Closed

				2014		12593		9505		21621		23539		9285		8605

				2015		16362		10840		22478		24816		10099		9246

				2016		17163		17231		23420		22906		10078		11446

				2017		12857		10155		23655		23887		9765		9046

				2018		8079		6154		14414		14410		5813		4667

				Year				2015		2016		2017		2018

				SumOfRetirement Application B152 Open1		Apps Rec		16,362		17,163		12,857		8,079

				SumOfRetirement Application B152 Closed1		Apps Processed		10,840		17,231		10,155		6,154

				SumOfRetirement Estimates B151 Open		Estimates Requested		22,478		23,420		23,655		14,414

				SumOfRetirement Estimates B151 Closed		Estimates Complete		24,816		22,906		23,887		14,410

				SumOfRetirement Application B952 Open		New Annuities Est		10,099		10,078		9,765		5,813

				SumOfRetirement Application B952 Closed		Annuities Final		9,246		11,446		9,046		4,667

				Year		Quarter		SumOfRetirement Application B152 Open		SumOfRetirement Application B152 Closed		SumOfRetirement Estimates B151 Open		SumOfRetirement Estimates B151 Closed		SumOfRetirement Application B952 Open		SumOfRetirement Application B952 Closed

				2014		Q1		2777		1950		6143		6697		2264		2280

				2014		Q2		4362		3533		5713		6244		3177		2679

				2014		Q3		2654		1995		5198		5835		2626		1437

				2014		Q4		2800		2027		4567		4763		1218		2209

				2015		Q1		2791		2011		6037		6219		2485		2106

				2015		Q2		4710		4278		6113		7585		3402		1633

				2015		Q3		2885		2403		5479		6017		2897		2977

				2015		Q4		5976		2148		4849		4995		1315		2530

				2016		Q1		6869		8447		6469		6314		2467		2689

				2016		Q2		4802		4386		6739		7045		3613		2265

				2016		Q3		2558		2044		5463		4964		2707		3184

				2016		Q4		2934		2354		4749		4583		1291		3308

				2017		Q1		2776		2080		6944		6823		2442		2361

				2017		Q2		4464		3788		6325		6759		3264		2636

				2017		Q3		2665		2000		5385		5234		2764		1307

				2017		Q4		2952		2287		5001		5071		1295		2742

				2018		Q1		3138		1846		7466		6998		2249		2114

				2018		Q2		4941		4308		6948		7412		3564		2553





				Year				2017		2017		2018		2018

				Quarter				Q3		Q4		Q1		Q2

				SumOfRetirement Application B152 Open		Apps Rec		2,665		2,952		3,138		4,941

				SumOfRetirement Application B152 Closed		Apps Processed		2,000		2,287		1,846		4,308

				SumOfRetirement Estimates B151 Open		Estimates Requested		5,385		5,001		7,466		6,948

				SumOfRetirement Estimates B151 Closed		Estimates Complete		5,234		5,071		6,998		7,412

				SumOfRetirement Application B952 Open		New Annuities Est		2,764		1,295		2,249		3,564

				SumOfRetirement Application B952 Closed		Annuities Final		1,307		2,742		2,114		2,553





Volumes - ORIG

		ETF Operational  Volumes

						 		Calendar Year 2018								YTD		 		 

		Category		Chart		Measure            		Q1		Q2		Q3		Q4		2018		2017		2016		Trend

		FINANCIAL		F1		Total Operational Expenditures per member

						Invoices Paid (Fiscal Year )

		CUSTOMER		C1		Website Visitors 		65,000		99,999		99,999		99,999		 		 		 

		 		H		Website Visits

				H		Website Viewed Pages

		Communications 				Twitter Communications - Number of Tweets

						Twitter Followers

						Email Campaigns - GovDelivery

						Email Subscribers

		 				Field Presentations

		 				Group Presentations										6,551

						Webinar Presentations

		Retirement Education 				Individual Appointments										9,276

				?		Virtual Appointments										348

				?		Walk-in Appointments										5,537

				 		Total Members Served										21,712

		 		HP		Annual Reconciliation

		 		H		Beneficiary Designations 												 		 

		 		P		Member File Updates

				H		Retirement Applications Processed												12,715		13,278

		Retirement Services 		H		Retirement Estimates Requested										24,341		23,236		24,283

						Retirement Estimates Completed										23,649		25,483		24,728

						New Annuities Estimated										9,776		10,107		10,174

						Annuities Finalized										9,041		11,450		9,248

						Lump Sum Calculations										3,027		2,782		2,710

						Total Annuities Paid										$5.1B		$4.9B		$4.7B

		Call Center		H		Calls received

						Emails processed

		Disability 		H		Benefits Paid 												11,904

				H		Total Members Receiving Benefits												6,378		6,300

		WORKFORCE		W1		Vacancies												11,904

				W1		Permanent Staff

				W1		Total Workforce

				W2		Departures

				W2		Internal Moves

		PROCESS        Auditing		P1		Internal audit recommendations 









		Results, Outputs, Volumes, Workload

		Use Calendar Year unless otherwise specified.





Performance (2)

		ETF Performance

		PERFORMANCE

								 		2018 Results								(Current year is YTD)

		Category		Chart		Measure		Performance Objective		Target		Q1		Q2		Q3		Q4		2018		2017		2016		Trend

		FINANCIAL

		 		F1		Total Operational Expenditures		Cost per member for all operations including insurance 		 										 		 

				F1		Trust Fund Expenditures		Cost per member for Trust Fund operations compared to peer average		80%		77%										 

				F2		Operational Budget		Projected expenditures do not exceed operational budget		Yes

				F3		Vendor Payment Timeliness		Vendor invoices paid within 30 days (no interest charges)		100%		100%

		CUSTOMER		 		 		 		 		 		 		 		 		 		 		 		 

		Website		C1		Website Visitor Trends 		65,000		99,999		99,999		99,999

		Call Center		C2		Call Speed of Answer - Maximum		Members with calls answered within 3 minutes		75%

				C2		Call Speed of Answer - Preferred		Members with calls answered within 2 minutes		50%

				C3		Call Abandonment  		Members phone calls answered before the member hangs up		90%

		 				Email Response 		Members emails that get a response within 2 days		80%		100%

		 				Call Quality		Members expressing a high level of satisfaction with ETF Call Center 		90%

		Counseling		 		Appointment Quality 		Members expressing a high level of satisfaction with their appointment		90%		99%										98%

		Retirement Services				Annuitant Payroll Inception  		Annuitants set-up for the next payroll deadline or as requested    		100%

		 				Final Annuity Calculations 		Members receiving final annuity calculation within 5 months 		80%

				?		Separation benefits		Separation benefits delivered to members within 30 days		80%

		Survivor Benefits		?		Death Benefits Paid		Death lump sum benefits paid to members within 30 days		90%

		 		?		Death Benefit Set-up		Death benefit for members set-up in the system within 10 days		90%

		 		?		Death Benefit Cancellation		Death benefits ended within 2 days of receiveing death notice		100%

		 		?		Beneficiary Designations		Members beneficiary designations active within 5 days of request		80%

		WORKFORCE		W1		Workforce Makeup 		Ratio of Contingent Staff to Permanent employees		10%

				W2		Turnover and Internal Transfers		Employees are retained by filling open positions with internal candidates 		30%

		PROCESS		P1		Internal Auditing		Internal audit recommendations implemented within agreed upon timeframe		80%

		 		P2		Retirement Estimate Processing		Members receiving retirement estimate within 15 days of request		80%		 

		 		P3		Individual Appointment Scheduling		Member able to obtain a counseling appointment withing 15 days of request		80%		78%

		 		P3		Group Appointment Scheduling		Members able to attend a group appointment withing 5 days of request		80%

		 				Daily Employer Transactions 		Daily employer transactions that are suspended (Maximum)		1000		 										446

		 				Pending Annuity Calculations		Total weekly annuity calculations that are pending (Maximum)		5000												2,713

		 				Pending Beneficiary Designations 		Weekly beneficiary designations that are pending (Maximum)		500		 										439





		Suggested: Remove Pending items - possibly move to Results. Possibly move HR items to Results.







Performance AREA

		ETF Performance Review

								2018 Results								(Current year is YTD)

		Business Area		Performance Objective		Target		Q1		Q2		Q3		Q4		2018		2017		2016		Trend

		Quarterly  

		 		Retirement estimates  < 15 days		80%		446

				Counseling appointments  - Individual < 15 days		80%

				Counseling appointments  - Group < 5 days		80%

				Appointment favorable quality survey 		90%								98%

				Email response  < 2 days		80%

		Retirement 		Separation benefit delivered  < 30 days		80%

		 Services		Death set-up of lump sum benefit < 30 days		90%

				Death benefit processed < 10 days		90%

				Death notice stops benefits  < 2 days		100%

		 		Beneficiary designation  < 5 days		80%

				Final annuity calculations < 5 months		80%

		 		Pending beneficiary designations - weekly limit		500		439

				Pending final annuity calculations - weekly max		5000								2,713

		 		Employer daily  transactions suspended - max		1000		446

		 		Surveyed customers satisfied with the call                   		90%

		Call  Center		Phone calls answered  in < 3 min 		90%

				Phone calls answered in < 2 min 		50%

				Calls answered or abandoned in < 3 min		95%

		Annual  														2018		2017		2016		Trend

		Internal Audit		Completed items  eliminated risk 1 year later		90%

		 		Action Items completed on time		80%

				Total ETF Expenditures within budget		 

		Budget		Cost per member variance from peer average		$112

				Vacancy rate managed with hiring efficiency < 10%		10%

		Human  		Retain employees filling positions vis transfers  		30%

		Resources		Healthy ratio of contingent staff  < 30%		30%

				 

		* 20 days from receipt of all information

		average time or % within

		Of received or answered?

		15 days or business days

		<5% of remaining calls or total?

		confirm all 80%s

		How to caluc the All column - purely or average of quarters?





Performance ORIG

		ETF Performance Scorecard

								2017 Results								2018 Results

		Business Area		Performance Objective		Target		Q1		Q2		Q3		Q4		Q1		Q2		Q3		Q4		Trend

		Quarterly Metrics

		 		Retirement estimates  < 15 days		80%		446

				Counseling appointments  - Individual < 15 days		80%

				Counseling appointments  - Group < 5 days		80%

				Appointment favorable quality survey 		90%								98%

				Email response  < 2 days		80%

		Retirement Services		Separation benefit delivered  < 30 days		80%

				Detah set-up of lump sum benefit < 30 days		90%

				Death benefit processed < 10 days		90%

				Death notice stops benefits  < 2 days		100%

		 		Beneficiary designation  < 5 days		80%

		 		Beneficiary designation - weekly backlog limited (max)		500		438

				Final annuity calculations < 5 months		80%

				Final annuity calculations pending under limit		5000								2,713

		 		Employer daily transactions suspensions limited (max)		1000		446

		 		Surveyed customers satisfied with the call                   		90%

		Call  Center		Phone calls answered  in < 3 min 		90%

				Phone calls answered in < 2 min 		50%

				Calls answered or abandonned in < 3 min		95%

		Annual Metrics

				Completed action confirmed eliminated risk 1 year later		90%

		Internal Audit		Action Items completed within agreed upon timeframe		80%

				Total ETF Expenditures within budget

		Budget and Finance		Cost per member variance from peer average		10%

				Vacancy rate managed with hiring efficiency < 10%		10%

		Human Resources		Retain good employees - internal transfer of resigning staff		30%

				Ratio of contingent staff to permananent staff limit		30%

		 





				 

		* 20 days from receipt of all information

		average time or % within

		Of received or answered?

		15 days or business days

		<5% of remaiing calls or total?

		confirm all 80%s
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FINANCIAL — F1 Operational Cost Per Member

(Active & Annuitant)
Overview $120 $112

Total ETF Cost includes all ETF operational
and capitalized costs.

CEM values include pension fund $100
administration costs only and excludes
capitalized and insurance costs.

Total ETF Cost

CEM Peer and ETF

$80 Pension Fund Cost

Current Status

The decrease in Total ETF Cost per member
in FY18 is primarily due to the suspension of
the BAS project as part of the TIM Initiative $60
to Transform, Integrate and Modernize the
benefits administration system.

Other Overhead
B TIM Initiative
B [T Operations

Pension fund cost per member remained $40 N State Personnel

below the CEM FY17 peer average. —e— CEM Peer Cost
—e— CEM ETF Cost

Outlook $20 —eo—Total ETF Cost

The redirection of BAS project resources to

other technology and process improvements

is expected to improve service to members. $0

FY12 FY13 FY14 FY15 FY16 FY17 FY18
Fiscal Year
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FINANCIAL - F2

Overview

Operational Budget
New Authority vs. Actual Expenditures

Managing the agency operations budget and
expenses is a key component of financial $60

stewardship. m New Authority = Expenditures BAS Project
/ Paid Off Master Lease

Current Status $50

The department has consistently managed

operational costs within budget. ]
Fiscal year 2017 is an outlier in that Benefit $40
Administration System (BAS) project costs R
resulted in spending over the level of new 0]
budget authority for that year. Those extra = $3 P
costs were covered from budget authority S
carried over from prior years. P

2 DOne
Outlook ¥ =
Fiscal year 2019 operating budgets have
been established and spending will be $1 P
managed to those budgets. S
The biennial budget request is being

o

Millions

o

o

developed to address anticipated changes in $0

operational funding needs for the next two 2014 2015 2016 2017 2018* 2019
years. This is an agenda item for the Sept. Fiscal Year

ETF Board meeting. *2018 Expenditures are estimated

ETF Operational Metrics — September 20, 2018 8




Overview

Timely Vendor Payment 120
*Promotes good vendor relationships

*Reduces workload of vendor inquiries
*Avoids interest payments (>30 days) 100

Current Status

FY17 staffing and process challenges 80
restricted delivery of payments within 30 -
days. New process and backlog processing ‘o
in Oct 2017 resolved preventable causes. % 60
Q
Invoices processed within 30 days: -g
FY17 FY18 Current Quarter E 40
90% 97% 100% T
Outlook
20
While there will always be situations that
cause delays, payments beyond 30 days
should continue to be isolated. 0

An internal goal of 18-day turnaround is
waiting on changes to payment systems to
allow early payment without an override.

Jul

March 2018 volumes were timing/calendar
related, not due to increased purchases.

Vendor Payment Timeliness

o o + > O Cc O —
>S5 o Q& 0 0 © o ©
< v O 2z o - uw S

2016 2017 2017

FY17 - FY18
Invoice
Temporary Backlog
staff employed Eliminated

New Process

—

No

FY 2017

Annual Volume (FY18)
1073 invoices
$13 million
131 vendors

Timely
i Payments
are 100%
I Imlfilemented | Payments |
>
3 q_) 2 =

FY 2018

c
2 < S
2018
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Overview

Web traffic to etf.wi.gov is an indicator
of customer engagement. The website
is a key channel for ETF to communicate
to members and employers.

Current Status

Unique Visitors to the ETF website grew
34% from 2015 to 2017.

This includes 9% increase 2015 to 2016,
and 23% increase 2016 to 2017. On
average this exceeded the internal goal
for a 15% increase each year.

Website visitors so far in 2018 are 22%
higher than that of 2017.

Outlook

The rollout of the redesigned website,
targeted for Q2 2019, will further
impact customer engagement. One goal
of the new site is to reduce “clicks” for
accessing information through
improved navigation, search,
personalization and responsive design
for electronic devices.

# Unique Visitors
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70,000
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50,000
40,000
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0

Website Usage
Unique Visitors and Pages Viewed

25
Seasonal peaks in October
reflect health insurance 20
enroliment S
)
=
2
>
15 9
(@)]
©
al
HH
)
10 &
g
<
5
— Unique Visitors
0

Jan MarMay Jul Sep Nov Jan MarMay Jul Sep Nov Jan MarMay Jul Sep Nov Jan Mar May
2015 2016 2017 2018

Calendar Year



Overview

The Call Center responds to 10K-22K calls per
month, peaking in Oct. with 23K. Responsiveness
is measured by the speed calls are answered
which impacts customer satisfaction.

2018 Service Goals help understand the
percentage of callers having a good experience
This includes:

50% of calls answered in 2 minutes

70% of calls answered within 3 minutes.

Current Status

Speed of Answer as of the end of Q2 was
surpassing goals for 2 and 3 minute wait times.

Outlook

While performance will continue to fluctuate with
seasonality, call volumes and staffing, the outlook
is positive given current staff levels and recent
results.

Q2 2018 showed improvement over Q2 2017 after
April (circled on the chart) when issues with new
phone system were resolved and calls about new
tax laws dwindled.

% Answered Calls

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

Call

Call Center - Speed of Answer

mmmm Under 2 minutes == \Vithin 3 minutes === Answered Calls

Internal Goals
> 70% Calls Answered in 3 min
> 50% Calls answered in 2 min

It's Your
Choice
I‘\
5 " \‘ New tax law
new [ impacts call
Volumes staff [
o"s\

o\ durations

l " \ ’ S Sae- \

|’ | ‘
> e O C O = =
S Q P 8 0 8 =2
O A - L <

35,000

30,000

25,000

20,000

15,000

10,000

5,000

# Answered Calls



Call Center - Abandoned Calls

Abandoned Calls === Incoming Calls To balance cost and customer
satisfaction, the optimal range is
Overview between 5% to 10%.
The Call Center answers 10K-22K calls per month 20% 30,000
peaking in Oct. with 23K calls. However, some It's Y_OW
callers hang up before their call is answered. Ch'(‘)lce 25 000
(%]
Service Goals 9 e H \ 8
<10% Calls abandoned T ° ! \ o
;,), 5vacancies \‘ 20,000 g
= (] ’~
Current Status £ Call Vta_lgg\_es»,—"'\\ f'”ecll ! \‘ ’,' S~e-- o E
in Q2 was 8% of 2 10% > ! ',: \ p ~.---~‘\ 15,000
incoming calls down from 12% in Q1. This lands S Ysal _o---" t--° * _
in the desired range which research has shown - Optimal
balances customer satisfaction and Call Center Range
costs. 5%
Outlook
Q3 2018 is expected to follow the pattern of
2017 with call abandonment low in September 0%
and peaking in October. % % S o %‘ GC" %‘ 2 a © 5 D % 8 S o %‘ S
L =2 <= 35/ % O ZAa»uw =< s »



Workforce Turnover Departure Reasons 2015-2017
Departures versus Internal Movement S

Overview Q2 2018 Retired . 7%

WORKFORCE - W1

ETF facilitates internal movement to retain 20% 43%

knowledge, improve engagement, and avoid
hiring costs and loss of productivity. 18%
Current Status 16% Lo
(o]
2018 Turnover is currently at 8.4% of 14% 14%
permanent positions, compared to 10.6% for
the whole year in 2017. (Rounded on chart) g 12% o Departures continue to
(o]
Departures continue to outweigh internal = ) 11% exceed Internal Moves
transfers —a new trend in 2018 coinciding o 10% 10% 9(’
with compensation plan changes reducing 2 a0 8%
financial incentives to transfer. L 8%
@
Departure reasons are consistent over the E 6%
last 3 years and in 2018 with only a slightly o
: : o 4%
higher percentage of retirements. e 4% -
Outlook 204
Based on preliminary results of the employee
engagement survey, departures due to the 0%
building move may continue. Internal  Turnover Internal Turnover Internal Turnover Internal Turnover

) ) Movement Movement Movement Movement
It will take some time to understand whether

early 2018 departures were expedited 2015 2016 2017 YTD 2018
resignations due to the building move or

additional departures to the usual volume. Calendar Year
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PROCESS - P1

Overview

Internal audits provide unbiased assessment of
operations to ensure effective risk management,
internal control, and governance processes.

Current Status

Internal audits in 16 business areas have been
completed from 2014-2017 identifying 91 action
items.

Action items previously on-hold for the BAS
technology project were re-evaluated and closed
where no longer relevant.

10 new action items have been identified so far in
2018.

# Action Items

4 follow-up audits have been completed with
satisfying results of management corrective
actions.

Outlook

Additional follow-up audits are being scheduled in
2018 to assess solution effectiveness one year
after implementation.
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Internal Auditing
Recommendations by Status
As of 8/1/2018

2015-2016 items previously
On-Hold for the BAS project
are now Closed (8) or Open (1)

4 TASC
m Overdue
Open

® In Progress

OFAC m Closed

2] Compliance
re-opened
1
2 HIPAA
2014 2015 2016 2017 YTD 2018

Calendar Year of Audit
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PROCESS - P2

Overview

Retirement estimates (20K+ per year) are
critical for members to make informed
retirement decisions.

2,500

The service goal of 15-day turnaround is
met on average with expected peaks early 2,000
in the year for teacher requests.

Current Status

The unusually high wait times in Q2 were 1,500

due to the usual teacher requests
combined with the building move and

time spent training new staff.
P & 1,000

# Pending Estimates

Outlook

The gains anticipated for Q2 with 6 new
specialists were delayed due to building
move and onboarding activities.

500

Current work basket volumes indicate
lower volume so faster turnaround is 0
expected in Q3.

ETF Operational Metrics — September 20, 2018
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Seasonal
teacher
requests

Retirement Estimates
Volumes and Turnaround Time

ate Requests ~ =——Average Wait Time  —Service Goal

Teacher requests, building
move, and onboarding

Overtime
handled the

15 Day Service Goal

usual Q1 peak

2017
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2018
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PROCESS — P3

Overview

Member counseling appointments (primarily

retirement related) in 2017 included:
Individual face-to-face (4,335)
Individual online (348)
Group appointment (2,172)

This excludes field presentations (4,379) and
“Quick Service” without an appointment (4,941).

Wait times measure the time from request to the first
available appointment, not the selected appointment.

Current Status

In Q2 2018, appointment Wait Times were reduced.
Extended wait occurred only for individual face-to-face
appointments reflecting member preference to wait
for this appointment type.

Outlook

Members requesting counseling are consistently
offered options within the 15-day service goal.

For efficiency, staff time is leveraged for group sessions
rather than one-on-one individual appointments.
Therefore, obtaining an individual session is possible,
but will likely continue to be take longer to schedule.

Average # Business Days

ETF Operational Metrics — September 20, 2018
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Member Appointment Scheduling

Wait Times

mmm [ndividual E==Online mwGroup =—Service Goal

Teachers and
year-end retirees

Appointments pushed
out due to move and
new staff training

Year-end
Changes

It's Your Choice

Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

2017

2018
Calendar Year
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