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Need to Significantly Alter PERS Key Performance Measures:

As discussed in the 2004 Annual Performance Progress Report, Oregon Public Employees Retirement System (PERS) has significantly altered its Key Performance Measures (KPMs). After a 2003 internal audit report revealed substantial inaccuracies and inefficiencies in the existing set of KPMs, PERS pursued a two-stage plan to resolve KPM issue. 

The first stage was to conduct a thorough review of the existing KPMs and internal measures with the goal of arriving at an interim set of KPMs for the 2005-07 biennium. Criteria for the interim measures included verifiable and comparable data from year to year, KPMs that measure efficiency, effectiveness or results, and KPMs that can be measured against a peer group when possible.  The review and overhaul resulted in the request to delete of all but one of the previously existing KPMs, and implement five additional KPMs for the 2005-07 biennium.  This stage was completed during 2004, and the Legislature approved the interim set of KPMs (as well as the deletion of the seven discontinued ones) for the 2005-07 biennium during the 2005 legislative session.

The second stage of PERS’ KPM resolution plan involves a final assessment of the interim measures during the 2005-07 biennium and the development of any additional KPMs to become effective for the 2007-09 biennium.  The first part of this stage was conducted by PERS staff during the summer of 2005, and resulted in several additional KPMs that will be requested during the 2007-09 budget request process.  The final part of this stage will be to draft the official request to add the additional KPMs, have the request reviewed by the Oregon Progress Board (OPB), and finally submit the OPB recommended additions to the Legislature for approval with the 2007-09 budget request.

The following is for the 03-05 Key Performance Measures only:

	Performance Target Achievement

	
	Total Number of Key Performance Measures

	8


	# of KPMs at target for  most current reporting period
	0


	# of KPMs not at target for most current reporting period

	1 *



	


*NOTE: Since this annual progress report only deals with the 2003-05 legislatively approved KPMs, none of the newly approved interim KPMs will be reported here.  As a result, the seven discontinued measures have no supportable tracked data to measure.  There is only one of the previously existing KPMs that will be carried forward, and it is the only one of the 2003-05 measures included in this report.
Degree and type of agency influence on agency’s chosen benchmarks and high-level outcomes:

PERS does not have a direct link to any of the high level outcome Oregon Benchmarks.  Administrative performance is based on the PERS mission statement and statutorily mandated services.  Key questions that guide PERS’ performance measurement include: Are we providing benefit payments and other services effectively and according to statutory standards?  Are we providing the level of service laid out in our mission statement? And are we providing these services in a cost efficient manner?

In order to gauge the relative success of its performance, PERS uses two primary sources.  The first is the KPMs reviewed and sanctioned by the Oregon Progress Board.  These measures are established and tracked according to OPB guidelines, and they are reviewed by the OPB on an annual basis.  The second source is a benefit administration benchmarking tool from Cost Effectiveness Measurement (CEM).  Through a comprehensive annual survey, CEM is able to compare PERS’ performance against other public pension systems.  CEM’s benchmarking analysis focuses primarily on the areas of service provided to members, activity volumes, plan complexity and cost efficiency.  Through the use of CEM, PERS is able to add the element of peer comparison to its KPMs. 

Because outside influences can dramatically impact PERS’ ability to meet targeted outcomes, PERS has limited influence on the outcome several KPMs.  Factors beyond the control of PERS, such as dramatic legislative changes and retirement spikes can have a negative affect on performance.  Despite the lack of direct control over aspects of its performance measures, PERS uses the KPMs and CEM benchmarking as tools to assist management decision-making and strategic planning to help keep PERS an effective and relatively cost efficient benefit plan.

Summary of the year’s successes and barriers to achieving performance measure targets

As previously stated, PERS has discontinued use of all but one 2003-05 KPM.  The original designs of the KPMs no longer provide a good representation of PERS’ performance due to the changing nature of the agency’s business.  The underlying data provided misleading results and was not supportable in many cases.  Because these seven KPMs have been discontinued, there is no longer any data tracked to measure against the targets, and therefore nothing to report.

The lone KPM that will be carried forward is a service measure that gauges PERS’ swiftness in providing the first benefit payment to new retirees.  While statute requires PERS to initiate benefit payments within 62 days of retirement, this KPM measures how effective PERS is in limiting a retiree’s cash flow interruption to a much shorter time period (15 days).  

Over the past four years, PERS has seen a significant decline in performance of this service.  One factor that has contributed to this decline is extensive legislative changes that have rendered critical systems obsolete while increasing the demand for services depending on those systems.  Due to the failure of the systems in place, PERS was forced to complete many of the retirement inception processes manually, which slowed down the process time significantly.  During this time period PERS saw record highs in the number of retirement applications.  The greater volume and cumbersome manual processes resulted in a large number of retirement-related backlogs.  The performance of this service declined steadily from 2002 through 2005, and bottomed out at 5-6% in late 2004 and early 2005 (the target is 80%).

Despite this significant decline, 2005 saw a positive turnaround in the performance of this service.  As some of the backlogs have been reduced and processes improved, performance has increased each quarter, rising from 5% in the first quarter up to 30% in the fourth quarter of Fiscal Year 2005.  This steady increase indicates that PERS is getting back on the right track in performing this service.

Future Challenges:

With the implementation of the new interim KPMs for 2005-07 and further development of new KPMs for 2007-09, PERS is on a path to much improved performance measurement.  With the new KPMs, PERS will be able to more effectively communicate how it is performing service for its members, and how efficient it is compared to its peers.

The biggest challenge facing the agency is the ever-increasing number of retirement eligible members.  As the Boomer generation reaches retirement age and the years of service grow, there is an increasing likelihood that retirement volume will increase and place a strain on PERS’ ability to respond.  Another challenge that affects this threat is the work to replace PERS’ outdated systems and bring the technology up to date.  These efforts will help meet the increasing demands in the long run by automating some processes and making them more efficient.  But for the immediate future, this project places additional strains on PERS resources as subject matter experts are tasked with elements of the new system development.

Despite these challenges, PERS is steadily moving forward in its efforts to implement new plan changes and overhaul its outdated systems.  This progress will help ensure that PERS is able to meet the demands of a retiring workforce and stand strong for the generations to follow.

Annual Performance Progress Report - Part I, Managing for Results
Time Period: Fiscal Year 2004 – 2005
	Agency: Oregon Public Employees Retirement System
	Date Submitted: October 4, 2005
	Version No.:

	Contact: Matthew Rickard, Budget Analyst
	Phone: (503) 603-7576
	

	Alternate:  Brian DeForest, Budget Officer
	Phone: (503) 603-7568
	

	Agency Name:  Oregon Public Employees Retirement System
	Agency No.: 45900

	The following questions shed light on how well performance measures and performance data are leveraged within your agency for process improvement and results-based management.

	1 How were staff and stakeholders involved in the development of the agency’s performance measures?
	The new interim KPMs approved for the 2005-07 biennium were developed by PERS staff with the assistance of grad student interns. Staff met with key management and stakeholders to determine how each measured success.  The new KPMs were then formed using strict selection criteria to ensure the new measures were accurate and supportable for the long term, and measured actual meaningful performance.

	2 How are performance measures used for management of the agency?
	The 2003-05 set of KPMs have been discontinued (with one exception) because they were obsolete or misleading. For this reason, management no longer uses the current set of approved measures.  The new interim KPMs will serve as a more useful tool to management, because they factor in peer comparison and focus on efficiency (both performance and financial) and customer satisfaction.

	3 What training has staff had in the use performance measurement?
	In the KPM formulation process, meetings with managers and stakeholders have taken place to educate them on the KPM process, and to help them understand how the measures can be useful in program and agency management.  Staff working directly with the KPMs also have attended OPB trainings and participate in all of the regular OPB meetings.

	4 How does the agency communicate performance results and for what purpose?
	Performance results are reported regularly to the PERS Board, the Legislature (as part of biennial budget presentations), and to other stakeholders and interested parties on the web.  This helps to keep stakeholders informed of PERS’ progress, as well as challenges PERS is facing and strategies used to meet those challenges.                                       

	5 What important performance management changes have occurred in the past year?
	As stated before, the PERS KPMs have undergone a significant overhaul, as all but one of the current set of KPMs have been suspended and interim measures have been developed.  During the 2005-07 budget presentation, the new interim KPMs were approved by the Legislature.  Since then, work has continued to develop several additional measures (including the mandatory customer satisfaction measures).  The result of this KPM development and reshaping will be a complete set of meaningful and representative measures that successfully communicate PERS performance, while remaining supportable and comparable for years to come.
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Part II, Key Measure Analysis of Progress

Performance Measure:

459-01  Service Retirements Established per FTE

1999

2000

2001

2002

2003

2001

2002

2003

2004

2005

2.95

2.18

1.74

2.24

3.51

2.2

2.2

2.25

2.25

2.25

Note:  This measure was supended for 2004 and beyond

To what goal or goals is this

performance measure linked?

Goal 1: Provide high quality service efficiently

to members.

What does the performance

measure demonstrate about

the goal?

This was to be an efficiency measure that 

reflected service level volumes in relation to 

dedicated staffing levels.

(i.e.: difficulty of providing the high level of

service efficently)

What does the data reveal?

Due to the changing nature of PERS operations

this measure was suspended.  PERS refrains from drawing conclusions

based on this information to avoid misrepresenting PERS performance. 

What is an example of a department activity related to the measure?

Activities related to this measure include Pension Estimates and Pension Inceptions.

What needs to be done as a result of your analysis?

Suspend the measure

What is the data source?

PERS New Retiree surveys.

Data

Targets
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	Performance Measure:
	
	
	
	
	
	
	
	
	
	

	459-02  Percentage of service retirements paid in 1-15 days
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	Data
	Targets
	
	
	

	2001
	2002
	2003
	2004
	2005
	2002
	2003
	2004
	2005
	2006
	
	
	

	70%
	47%
	11%
	6%
	15%
	80%
	80%
	80%
	80%
	80%
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	To what goal or goals is this
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	performance measure linked?
	

	Goal 1: Provide high quality service
	

	to members.
	
	
	

	
	
	
	
	

	What does the performance
	
	

	measure demonstrate about
	
	

	the goal?
	
	
	

	It demonstrates how much of a cash flow 
	

	interruption the average PERS retiree faces, 
	

	as well as PERS' effectiveness in providing 
	

	swift service.
	
	
	

	
	
	
	
	

	What does the data reveal?
	
	

	-PERS has fallen well below targets in the
	

	last couple years.
	
	
	

	-Due to the sharp increase in retirement
	

	volume, PERS has been unable to keep up
	

	with the demand.
	
	
	

	-Although the increased volume has kept PERS from meeting targets, the retirements
	
	
	
	
	

	have still been paid out within the limits established by Oregon Statute.
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	What is an example of a department activity related to the measure?
	
	
	
	
	
	

	Activities related to this measure include Pension Inceptions and Paying Pensions.
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	What needs to be done as a result of your analysis?
	
	
	
	
	
	
	

	PERS needs to take action to more quickly deal with the higher volume.  Increased staffing is one method to try and meet this.  
	

	As the replacement of PERS' outdated systems moves forward, the pension inception process will also become more efficient, 

	allowing PERS to respond more swiftly and effectively to retirement spikes.
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	What is the data source?
	
	
	
	
	
	
	
	
	
	

	PERS Retirement Services Section statistical data.
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Part II, Key Measure Analysis of Progress

Performance Measure:

459-03  Direct cost per retirement established

1999

2000

2001

2002

2003

2001

2002

2003

2004

2005

$155

$156

$86

$47

$61

$130

$130

$130

$130

$130

Note:  This measure was supended for 2004 and beyond

To what goal or goals is this

performance measure linked?

Goal 1: Provide high quality service efficiently 

to members.

What does the performance

measure demonstrate about

the goal?

This was an efficiency measure that 

reflected the direct costs to establish a member's 

retirement.

(i.e.: difficulty of providing the high level of

service efficently)

What does the data reveal?

Due to the changing nature of PERS operations this measure was suspended. PERS

 PERS refrains from drawing conclusions based on this information to avoid misrepresenting PERS performance.

What is an example of a department activity related to the measure?

Activities related to this measure include Pension Inceptions.

What needs to be done as a result of your analysis?

Suspend the measure

What is the data source?

PERS Retirement Services Section statistical data.

Data

Targets

Direct cost per retirement established 
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Part II, Key Measure Analysis of Progress

Performance Measure:

459-04  Customer satisfaction rating with service retirements established

1999

2000

2001

2002

2003

2001

2002

2003

2004

2005

88.75%

89%

89.75%

90%

85%

90%

90%

90%

90%

90%

Note:  This measure was supended for 2004 and beyond

To what goal or goals is this

performance measure linked?

Goal 1: Provide high quality service

to members.

What does the performance

measure demonstrate about

the goal?

It was to demonstrate how our newly retired

members feel about the service we are

providing them.

What does the data reveal?

Due to the changing nature of PERS operations

this measure was suspended.  PERS refrains from drawing conclusions

based on this information to avoid misrepresenting PERS performance. 

What is an example of a department activity related to the measure?

Activities related to this measure include Pension Estimates and Pension Inceptions.

What needs to be done as a result of your analysis?

Suspend the measure

What is the data source?

PERS Retirement Services Section statistical data.

Data

Targets

Customer satisfaction rating with service retirement 

established
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Part II, Key Measure Analysis of Progress

Performance Measure:

459-05  Percentage of annual increase in Deferred Comp participants

1999

2000

2001

2002

2003

2001

2002

2003

2004

2005

5%

3%

7%

6%

1%

5%

5%

5%

5%

5%

Note:  This measure was supended for 2004 and beyond

To what goal or goals is this

performance measure linked?

Goal 2: Encourage participation in Deferred 

Comp among eligible members

What does the performance

measure demonstrate about

the goal?

It was to demonstrate how effective we have been

in encouraging increased participation.

What does the data reveal?

Due to the changing nature of PERS operations

this measure was suspended.  PERS refrains from drawing conclusions

based on this information to avoid misrepresenting PERS performance. 

What is an example of a department activity related to the measure?

Activities related to this measure include Local Government Def Comp solicitation and Def Comp plan administration.

What needs to be done as a result of your analysis?

Suspend the measure

What is the data source?

Oregon Savings Growth Plan (Def Comp) statistical Data.

Data

Targets
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Part II, Key Measure Analysis of Progress

Performance Measure:

459-06  Percentage of increase in Deferred Comp dollars deferred annually

1999

2000

2001

2002

2003

2001

2002

2003

2004

2005

9.5%

5.9%

6.2%

2.8%

3.9%

5.0%

5.0%

6.0%

7.0%

7.5%

Note:  This measure was supended for 2004 and beyond

To what goal or goals is this

performance measure linked?

Goal 3: Encourage maximum retirement 

savings by Def Comp participants.

What does the performance

measure demonstrate about

the goal?

It was to demonstrate how much deferrals are

increasing amongst participants.

What does the data reveal?

Due to the changing nature of PERS operations

this measure was suspended.  PERS refrains from drawing conclusions

based on this information to avoid misrepresenting PERS performance. 

What is an example of a department activity related to the measure?

Activities related to this measure include Def Comp plan administration, and communication to members.

What needs to be done as a result of your analysis?

Suspend the measure

What is the data source?

Oregon Savings Growth Plan (Def Comp) statistical Data.

Data

Targets

Percentage of increase in Deferred Comp dollars deferred 

annually
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Part II, Key Measure Analysis of Progress

Performance Measure:

459-07  Cost per Deferred Comp participant for meetings and counseling

1997

1998

1999

2002

2003

2001

2002

2003

2004

2005

$2.64

$1.98

$1.38

$0.74

$0.92

N/A

$0.75

$1.35

$1.30

$1.25

* Data was not available for 2000-2001 due to legislative and budgetary changes, as well as methodological

changes.  Because of this, 2002 was a transition year, and the lower costs reflect the changes.

Note:  This measure was supended for 2004 and beyond

To what goal or goals is this

performance measure linked?

Goal 4: Provide high quality service to 

Deferred Comp participants.

What does the performance

measure demonstrate about

the goal?

It was to demonstrate the cost-effectiveness

of the service we provide.

What does the data reveal?

Due to the changing nature of PERS operations

this measure was suspended.  PERS refrains from drawing conclusions

based on this information to avoid misrepresenting PERS performance. 

What is an example of a department activity related to the measure?

Activities related to this measure include Def Comp plan administration, and communication to members.

What needs to be done as a result of your analysis?

Suspend the measure

What is the data source?

Oregon Savings Growth Plan (Def Comp) statistical Data.

Data *

Targets

Cost per Deferred Comp participant for meetings and 

counseling
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Part II, Key Measure Analysis of Progress

Performance Measure:

459-08  Deferred Comp customer satisfaction rating

1999
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2003

2004

2005

100%

97%

99%

99%

99%

99%

99%

99%

99%

98%

Note:  This measure was supended for 2004 and beyond

To what goal or goals is this

performance measure linked?

Goal 4: Provide high quality service to 

Deferred Comp participants.

What does the performance

measure demonstrate about

the goal?

It demonstrates how well our Deferred Comp

participants rate our service to them.

What does the data reveal?

Due to the changing nature of PERS operations

this measure was suspended.  PERS refrains from drawing conclusions

based on this information to avoid misrepresenting PERS performance. 

What is an example of a department activity related to the measure?

Activities related to this measure include Def Comp plan administration, and communication to members.

What needs to be done as a result of your analysis?

Suspend the measure

What is the data source?

Oregon Savings Growth Plan (Def Comp) participant surveys.

Data

Targets

Deferred Comp customer satisfaction rating
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Agency Name:  Oregon Public Employees Retirement System 
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459-01

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-01  Service Retirements Established per FTE

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		2.95		2.18		1.74		2.24		3.51		2.2		2.2		2.25		2.25		2.25

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was to be an efficiency measure that

		reflected service level volumes in relation to

		dedicated staffing levels.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS New Retiree surveys.
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459-01

		



Data

Targets

Service Retirements per FTE



459-02

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-02  Percentage of service retirements paid in 1-15 days

		(Renamed for 05-07: Percentage of Service Retirements Paid Within 1.5 Months From Retirement Date)

		Data										Targets

		2000		2001		2002		2003		2004		2002		2003		2004		2005		2006

		79%		70%		47%		11%		6%		80%		80%		80%		80%		80%

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service effectively

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates our effectiveness in one

		component of quality service (swiftness).

		What does the data reveal?

		-Peformance has been declining over the

		last couple years.

		-This decline is attributed to increasing

		retirements which has exceeded the ability of

		available resources (both staffing and systems) to handle.

		-Although we have not met our targets, we have still paid retirements within Oregon Statutory

		requirements and initiatives are underway in management of both human and system resources to address this performance

		deficiency

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions and Paying Pensions.

		What needs to be done as a result of your analysis?

		Both systems and allocation of staffing resources need to be (and are being) reassessed.  IT systems are being augmented or

		being replaced and staffing resources are being reallocated or added as needed.

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-02

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Data

Targets

Percentage of service retirements paid in 1-15 days

0

0

0

0

0

0

0

0

0

0



459-03

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-03  Direct cost per retirement established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		$155		$156		$86		$47		$61		$130		$130		$130		$130		$130

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was an efficiency measure that

		reflected the direct costs to establish a member's

		retirement.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.



&L&12Public Employees Retirement System&C&12 4&R&12January 15, 2004



459-03

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Data

Targets

Direct cost per retirement established

0

0

0

0

0

0

0

0

0

0



459-04

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-04  Customer satisfaction rating with service retirements established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		88.75%		89%		89.75%		90%		85%		90%		90%		90%		90%		90%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how our newly retired

		members feel about the service we are

		providing them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-04

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Data

Targets

Customer satisfaction rating with service retirement established

0

0

0

0

0

0

0

0

0

0



459-05

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-05  Percentage of annual increase in Deferred Comp participants

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		5%		3%		7%		6%		1%		5%		5%		5%		5%		5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 2: Encourage participation in Deferred

		Comp among eligible members

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how effective we have been

		in encouraging increased participation.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Local Government Def Comp solicitation and Def Comp plan administration.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-06

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-06  Percentage of increase in Deferred Comp dollars deferred annually

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		9.5%		5.9%		6.2%		2.8%		3.9%		5.0%		5.0%		6.0%		7.0%		7.5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 3: Encourage maximum retirement

		savings by Def Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how much deferrals are

		increasing amongst participants.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-07

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-07  Cost per Deferred Comp participant for meetings and counseling

		Data *										Targets

		1997		1998		1999		2002		2003		2001		2002		2003		2004		2005

		$2.64		$1.98		$1.38		$0.74		$0.92		N/A		$0.75		$1.35		$1.30		$1.25

		* Data was not available for 2000-2001 due to legislative and budgetary changes, as well as methodological

		changes.  Because of this, 2002 was a transition year, and the lower costs reflect the changes.

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate the cost-effectiveness

		of the service we provide.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.



&L&12Public Employees Retirement System&C&12 8&R&12January 15, 2004



459-07

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Data

Targets

Cost per Deferred Comp participant for meetings and counseling

0

0

0

0

0

0

0

0

0

0



459-08

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-08  Deferred Comp customer satisfaction rating

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		100%		97%		99%		99%		99%		99%		99%		99%		99%		98%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates how well our Deferred Comp

		participants rate our service to them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) participant surveys.
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459-01

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-01  Service Retirements Established per FTE

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		2.95		2.18		1.74		2.24		3.51		2.2		2.2		2.25		2.25		2.25

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was to be an efficiency measure that

		reflected service level volumes in relation to

		dedicated staffing levels.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS New Retiree surveys.
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459-02

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-02  Percentage of service retirements paid in 1-15 days

		(Renamed for 05-07: Percentage of Service Retirements Paid Within 1.5 Months From Retirement Date)

		Data										Targets

		2000		2001		2002		2003		2004		2002		2003		2004		2005		2006

		79%		70%		47%		11%		6%		80%		80%		80%		80%		80%

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service effectively

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates our effectiveness in one

		component of quality service (swiftness).

		What does the data reveal?

		-Peformance has been declining over the

		last couple years.

		-This decline is attributed to increasing

		retirements which has exceeded the ability of

		available resources (both staffing and systems) to handle.

		-Although we have not met our targets, we have still paid retirements within Oregon Statutory

		requirements and initiatives are underway in management of both human and system resources to address this performance

		deficiency

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions and Paying Pensions.

		What needs to be done as a result of your analysis?

		Both systems and allocation of staffing resources need to be (and are being) reassessed.  IT systems are being augmented or

		being replaced and staffing resources are being reallocated or added as needed.

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-03

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-03  Direct cost per retirement established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		$155		$156		$86		$47		$61		$130		$130		$130		$130		$130

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was an efficiency measure that

		reflected the direct costs to establish a member's

		retirement.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-04

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-04  Customer satisfaction rating with service retirements established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		88.75%		89%		89.75%		90%		85%		90%		90%		90%		90%		90%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how our newly retired

		members feel about the service we are

		providing them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-05

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-05  Percentage of annual increase in Deferred Comp participants

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		5%		3%		7%		6%		1%		5%		5%		5%		5%		5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 2: Encourage participation in Deferred

		Comp among eligible members

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how effective we have been

		in encouraging increased participation.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Local Government Def Comp solicitation and Def Comp plan administration.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-06

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-06  Percentage of increase in Deferred Comp dollars deferred annually

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		9.5%		5.9%		6.2%		2.8%		3.9%		5.0%		5.0%		6.0%		7.0%		7.5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 3: Encourage maximum retirement

		savings by Def Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how much deferrals are

		increasing amongst participants.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-07

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-07  Cost per Deferred Comp participant for meetings and counseling

		Data *										Targets

		1997		1998		1999		2002		2003		2001		2002		2003		2004		2005

		$2.64		$1.98		$1.38		$0.74		$0.92		N/A		$0.75		$1.35		$1.30		$1.25

		* Data was not available for 2000-2001 due to legislative and budgetary changes, as well as methodological

		changes.  Because of this, 2002 was a transition year, and the lower costs reflect the changes.

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate the cost-effectiveness

		of the service we provide.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-08

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-08  Deferred Comp customer satisfaction rating

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		100%		97%		99%		99%		99%		99%		99%		99%		99%		98%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates how well our Deferred Comp

		participants rate our service to them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) participant surveys.
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459-01

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-01  Service Retirements Established per FTE

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		2.95		2.18		1.74		2.24		3.51		2.2		2.2		2.25		2.25		2.25

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was to be an efficiency measure that

		reflected service level volumes in relation to

		dedicated staffing levels.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS New Retiree surveys.
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459-02

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-02  Percentage of service retirements paid in 1-15 days

		(Renamed for 05-07: Percentage of Service Retirements Paid Within 1.5 Months From Retirement Date)

		Data										Targets

		2000		2001		2002		2003		2004		2002		2003		2004		2005		2006

		79%		70%		47%		11%		6%		80%		80%		80%		80%		80%

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service effectively

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates our effectiveness in one

		component of quality service (swiftness).

		What does the data reveal?

		-Peformance has been declining over the

		last couple years.

		-This decline is attributed to increasing

		retirements which has exceeded the ability of

		available resources (both staffing and systems) to handle.

		-Although we have not met our targets, we have still paid retirements within Oregon Statutory

		requirements and initiatives are underway in management of both human and system resources to address this performance

		deficiency

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions and Paying Pensions.

		What needs to be done as a result of your analysis?

		Both systems and allocation of staffing resources need to be (and are being) reassessed.  IT systems are being augmented or

		being replaced and staffing resources are being reallocated or added as needed.

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-03

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-03  Direct cost per retirement established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		$155		$156		$86		$47		$61		$130		$130		$130		$130		$130

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was an efficiency measure that

		reflected the direct costs to establish a member's

		retirement.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-04

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-04  Customer satisfaction rating with service retirements established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		88.75%		89%		89.75%		90%		85%		90%		90%		90%		90%		90%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how our newly retired

		members feel about the service we are

		providing them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-05

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-05  Percentage of annual increase in Deferred Comp participants

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		5%		3%		7%		6%		1%		5%		5%		5%		5%		5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 2: Encourage participation in Deferred

		Comp among eligible members

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how effective we have been

		in encouraging increased participation.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Local Government Def Comp solicitation and Def Comp plan administration.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-06

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-06  Percentage of increase in Deferred Comp dollars deferred annually

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		9.5%		5.9%		6.2%		2.8%		3.9%		5.0%		5.0%		6.0%		7.0%		7.5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 3: Encourage maximum retirement

		savings by Def Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how much deferrals are

		increasing amongst participants.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-07

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-07  Cost per Deferred Comp participant for meetings and counseling

		Data *										Targets

		1997		1998		1999		2002		2003		2001		2002		2003		2004		2005

		$2.64		$1.98		$1.38		$0.74		$0.92		N/A		$0.75		$1.35		$1.30		$1.25

		* Data was not available for 2000-2001 due to legislative and budgetary changes, as well as methodological

		changes.  Because of this, 2002 was a transition year, and the lower costs reflect the changes.

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate the cost-effectiveness

		of the service we provide.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-08

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-08  Deferred Comp customer satisfaction rating

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		100%		97%		99%		99%		99%		99%		99%		99%		99%		98%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates how well our Deferred Comp

		participants rate our service to them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) participant surveys.
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459-01

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-01  Service Retirements Established per FTE

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		2.95		2.18		1.74		2.24		3.51		2.2		2.2		2.25		2.25		2.25

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was to be an efficiency measure that

		reflected service level volumes in relation to

		dedicated staffing levels.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS New Retiree surveys.
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459-02

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-02  Percentage of service retirements paid in 1-15 days

		(Renamed for 05-07: Percentage of Service Retirements Paid Within 1.5 Months From Retirement Date)

		Data										Targets

		2000		2001		2002		2003		2004		2002		2003		2004		2005		2006

		79%		70%		47%		11%		6%		80%		80%		80%		80%		80%

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service effectively

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates our effectiveness in one

		component of quality service (swiftness).

		What does the data reveal?

		-Peformance has been declining over the

		last couple years.

		-This decline is attributed to increasing

		retirements which has exceeded the ability of

		available resources (both staffing and systems) to handle.

		-Although we have not met our targets, we have still paid retirements within Oregon Statutory

		requirements and initiatives are underway in management of both human and system resources to address this performance

		deficiency

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions and Paying Pensions.

		What needs to be done as a result of your analysis?

		Both systems and allocation of staffing resources need to be (and are being) reassessed.  IT systems are being augmented or

		being replaced and staffing resources are being reallocated or added as needed.

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-03

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-03  Direct cost per retirement established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		$155		$156		$86		$47		$61		$130		$130		$130		$130		$130

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was an efficiency measure that

		reflected the direct costs to establish a member's

		retirement.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-04

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-04  Customer satisfaction rating with service retirements established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		88.75%		89%		89.75%		90%		85%		90%		90%		90%		90%		90%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how our newly retired

		members feel about the service we are

		providing them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-05

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-05  Percentage of annual increase in Deferred Comp participants

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		5%		3%		7%		6%		1%		5%		5%		5%		5%		5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 2: Encourage participation in Deferred

		Comp among eligible members

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how effective we have been

		in encouraging increased participation.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Local Government Def Comp solicitation and Def Comp plan administration.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-06

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-06  Percentage of increase in Deferred Comp dollars deferred annually

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		9.5%		5.9%		6.2%		2.8%		3.9%		5.0%		5.0%		6.0%		7.0%		7.5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 3: Encourage maximum retirement

		savings by Def Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how much deferrals are

		increasing amongst participants.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-07

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-07  Cost per Deferred Comp participant for meetings and counseling

		Data *										Targets

		1997		1998		1999		2002		2003		2001		2002		2003		2004		2005

		$2.64		$1.98		$1.38		$0.74		$0.92		N/A		$0.75		$1.35		$1.30		$1.25

		* Data was not available for 2000-2001 due to legislative and budgetary changes, as well as methodological

		changes.  Because of this, 2002 was a transition year, and the lower costs reflect the changes.

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate the cost-effectiveness

		of the service we provide.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-08

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-08  Deferred Comp customer satisfaction rating

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		100%		97%		99%		99%		99%		99%		99%		99%		99%		98%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates how well our Deferred Comp

		participants rate our service to them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) participant surveys.
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459-01

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-01  Service Retirements Established per FTE

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		2.95		2.18		1.74		2.24		3.51		2.2		2.2		2.25		2.25		2.25

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was to be an efficiency measure that

		reflected service level volumes in relation to

		dedicated staffing levels.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS New Retiree surveys.
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459-02

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-02  Percentage of service retirements paid in 1-15 days

		(Renamed for 05-07: Percentage of Service Retirements Paid Within 1.5 Months From Retirement Date)

		Data										Targets

		2000		2001		2002		2003		2004		2002		2003		2004		2005		2006

		79%		70%		47%		11%		6%		80%		80%		80%		80%		80%

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service effectively

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates our effectiveness in one

		component of quality service (swiftness).

		What does the data reveal?

		-Peformance has been declining over the

		last couple years.

		-This decline is attributed to increasing

		retirements which has exceeded the ability of

		available resources (both staffing and systems) to handle.

		-Although we have not met our targets, we have still paid retirements within Oregon Statutory

		requirements and initiatives are underway in management of both human and system resources to address this performance

		deficiency

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions and Paying Pensions.

		What needs to be done as a result of your analysis?

		Both systems and allocation of staffing resources need to be (and are being) reassessed.  IT systems are being augmented or

		being replaced and staffing resources are being reallocated or added as needed.

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-03

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-03  Direct cost per retirement established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		$155		$156		$86		$47		$61		$130		$130		$130		$130		$130

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was an efficiency measure that

		reflected the direct costs to establish a member's

		retirement.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations this measure was suspended. PERS

		PERS refrains from drawing conclusions based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-04

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-04  Customer satisfaction rating with service retirements established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		88.75%		89%		89.75%		90%		85%		90%		90%		90%		90%		90%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how our newly retired

		members feel about the service we are

		providing them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-05

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-05  Percentage of annual increase in Deferred Comp participants

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		5%		3%		7%		6%		1%		5%		5%		5%		5%		5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 2: Encourage participation in Deferred

		Comp among eligible members

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how effective we have been

		in encouraging increased participation.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Local Government Def Comp solicitation and Def Comp plan administration.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-06

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-06  Percentage of increase in Deferred Comp dollars deferred annually

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		9.5%		5.9%		6.2%		2.8%		3.9%		5.0%		5.0%		6.0%		7.0%		7.5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 3: Encourage maximum retirement

		savings by Def Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how much deferrals are

		increasing amongst participants.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-07

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-07  Cost per Deferred Comp participant for meetings and counseling

		Data *										Targets

		1997		1998		1999		2002		2003		2001		2002		2003		2004		2005

		$2.64		$1.98		$1.38		$0.74		$0.92		N/A		$0.75		$1.35		$1.30		$1.25

		* Data was not available for 2000-2001 due to legislative and budgetary changes, as well as methodological

		changes.  Because of this, 2002 was a transition year, and the lower costs reflect the changes.

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate the cost-effectiveness

		of the service we provide.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-08

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-08  Deferred Comp customer satisfaction rating

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		100%		97%		99%		99%		99%		99%		99%		99%		99%		98%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates how well our Deferred Comp

		participants rate our service to them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) participant surveys.
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459-01

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-01  Service Retirements Established per FTE

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		2.95		2.18		1.74		2.24		3.51		2.2		2.2		2.25		2.25		2.25

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was to be an efficiency measure that

		reflected service level volumes in relation to

		dedicated staffing levels.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS New Retiree surveys.
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459-02

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-02  Percentage of service retirements paid in 1-15 days

		(Renamed for 05-07: Percentage of Service Retirements Paid Within 1.5 Months From Retirement Date)

		Data										Targets

		2000		2001		2002		2003		2004		2002		2003		2004		2005		2006

		79%		70%		47%		11%		6%		80%		80%		80%		80%		80%

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service effectively

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates our effectiveness in one

		component of quality service (swiftness).

		What does the data reveal?

		-Peformance has been declining over the

		last couple years.

		-This decline is attributed to increasing

		retirements which has exceeded the ability of

		available resources (both staffing and systems) to handle.

		-Although we have not met our targets, we have still paid retirements within Oregon Statutory

		requirements and initiatives are underway in management of both human and system resources to address this performance

		deficiency

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions and Paying Pensions.

		What needs to be done as a result of your analysis?

		Both systems and allocation of staffing resources need to be (and are being) reassessed.  IT systems are being augmented or

		being replaced and staffing resources are being reallocated or added as needed.

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-03

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-03  Direct cost per retirement established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		$155		$156		$86		$47		$61		$130		$130		$130		$130		$130

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was an efficiency measure that

		reflected the direct costs to establish a member's

		retirement.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-04

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-04  Customer satisfaction rating with service retirements established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		88.75%		89%		89.75%		90%		85%		90%		90%		90%		90%		90%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how our newly retired

		members feel about the service we are

		providing them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-05

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-05  Percentage of annual increase in Deferred Comp participants

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		5%		3%		7%		6%		1%		5%		5%		5%		5%		5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 2: Encourage participation in Deferred

		Comp among eligible members

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how effective we have been

		in encouraging increased participation.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Local Government Def Comp solicitation and Def Comp plan administration.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-06

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-06  Percentage of increase in Deferred Comp dollars deferred annually

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		9.5%		5.9%		6.2%		2.8%		3.9%		5.0%		5.0%		6.0%		7.0%		7.5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 3: Encourage maximum retirement

		savings by Def Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how much deferrals are

		increasing amongst participants.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-07

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-07  Cost per Deferred Comp participant for meetings and counseling

		Data *										Targets

		1997		1998		1999		2002		2003		2001		2002		2003		2004		2005

		$2.64		$1.98		$1.38		$0.74		$0.92		N/A		$0.75		$1.35		$1.30		$1.25

		* Data was not available for 2000-2001 due to legislative and budgetary changes, as well as methodological

		changes.  Because of this, 2002 was a transition year, and the lower costs reflect the changes.

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate the cost-effectiveness

		of the service we provide.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-08

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-08  Deferred Comp customer satisfaction rating

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		100%		97%		99%		99%		99%		99%		99%		99%		99%		98%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates how well our Deferred Comp

		participants rate our service to them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) participant surveys.
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459-01

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-01  Service Retirements Established per FTE

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		2.95		2.18		1.74		2.24		3.51		2.2		2.2		2.25		2.25		2.25

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was to be an efficiency measure that

		reflected service level volumes in relation to

		dedicated staffing levels.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS New Retiree surveys.
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459-02

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-02  Percentage of service retirements paid in 1-15 days

		(Renamed for 05-07: Percentage of Service Retirements Paid Within 1.5 Months From Retirement Date)

		Data										Targets

		2000		2001		2002		2003		2004		2002		2003		2004		2005		2006

		79%		70%		47%		11%		6%		80%		80%		80%		80%		80%

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service effectively

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates our effectiveness in one

		component of quality service (swiftness).

		What does the data reveal?

		-Peformance has been declining over the

		last couple years.

		-This decline is attributed to increasing

		retirements which has exceeded the ability of

		available resources (both staffing and systems) to handle.

		-Although we have not met our targets, we have still paid retirements within Oregon Statutory

		requirements and initiatives are underway in management of both human and system resources to address this performance

		deficiency

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions and Paying Pensions.

		What needs to be done as a result of your analysis?

		Both systems and allocation of staffing resources need to be (and are being) reassessed.  IT systems are being augmented or

		being replaced and staffing resources are being reallocated or added as needed.

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-03

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-03  Direct cost per retirement established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		$155		$156		$86		$47		$61		$130		$130		$130		$130		$130

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service efficiently

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		This was an efficiency measure that

		reflected the direct costs to establish a member's

		retirement.

		(i.e.: difficulty of providing the high level of

		service efficently)

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-04

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-04  Customer satisfaction rating with service retirements established

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		88.75%		89%		89.75%		90%		85%		90%		90%		90%		90%		90%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 1: Provide high quality service

		to members.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how our newly retired

		members feel about the service we are

		providing them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Pension Estimates and Pension Inceptions.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		PERS Retirement Services Section statistical data.
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459-05

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-05  Percentage of annual increase in Deferred Comp participants

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		5%		3%		7%		6%		1%		5%		5%		5%		5%		5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 2: Encourage participation in Deferred

		Comp among eligible members

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how effective we have been

		in encouraging increased participation.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Local Government Def Comp solicitation and Def Comp plan administration.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-06

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-06  Percentage of increase in Deferred Comp dollars deferred annually

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		9.5%		5.9%		6.2%		2.8%		3.9%		5.0%		5.0%		6.0%		7.0%		7.5%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 3: Encourage maximum retirement

		savings by Def Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate how much deferrals are

		increasing amongst participants.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.



&L&12Public Employees Retirement System&C&12 7&R&12January 15, 2004



459-06

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Data

Targets

Percentage of increase in Deferred Comp dollars deferred annually

0

0

0

0

0

0

0

0

0

0



459-07

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-07  Cost per Deferred Comp participant for meetings and counseling

		Data *										Targets

		1997		1998		1999		2002		2003		2001		2002		2003		2004		2005

		$2.64		$1.98		$1.38		$0.74		$0.92		N/A		$0.75		$1.35		$1.30		$1.25

		* Data was not available for 2000-2001 due to legislative and budgetary changes, as well as methodological

		changes.  Because of this, 2002 was a transition year, and the lower costs reflect the changes.

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It was to demonstrate the cost-effectiveness

		of the service we provide.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) statistical Data.
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459-08

		Annual Performance Progress Report

		Part II, Key Measure Analysis of Progress

		Performance Measure:

		459-08  Deferred Comp customer satisfaction rating

		Data										Targets

		1999		2000		2001		2002		2003		2001		2002		2003		2004		2005

		100%		97%		99%		99%		99%		99%		99%		99%		99%		98%

		Note:  This measure was supended for 2004 and beyond

		To what goal or goals is this

		performance measure linked?

		Goal 4: Provide high quality service to

		Deferred Comp participants.

		What does the performance

		measure demonstrate about

		the goal?

		It demonstrates how well our Deferred Comp

		participants rate our service to them.

		What does the data reveal?

		Due to the changing nature of PERS operations

		this measure was suspended.  PERS refrains from drawing conclusions

		based on this information to avoid misrepresenting PERS performance.

		What is an example of a department activity related to the measure?

		Activities related to this measure include Def Comp plan administration, and communication to members.

		What needs to be done as a result of your analysis?

		Suspend the measure

		What is the data source?

		Oregon Savings Growth Plan (Def Comp) participant surveys.
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