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VRS Overview 

•  VRS is the 22nd largest public or private 
pension system in the U.S. 

•  There are almost 600,000 members, 
retirees and beneficiaries. 



4 

VRS Total Membership 
Teachers 147,817 

Political Subdivisions 104,385 

State Employees 78,613 

State Police Officers’ Retirement System (SPORS) 1,766 

Judicial Retirement System (JRS) 408 

Virginia Law Officers’ Retirement System (VaLORS) 9,620 

Total Active Members 342,609 

Retirees/Beneficiaries 148,496 

Inactive/Deferred Members 105,774 

VRS Overall Impact 596,879 

As of June 30, 2010 
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July Retirements by Fiscal Year 



    VRS Programs 

•  Retirement Plans: 
-  4 Defined Benefit Plans (VRS, SPORS, JRS, VaLORS) 

-  5 Defined Contribution Plans*(Faculty, Political Appointees, School 
Superintendents, School Specialists, Deferred Compensation) 

•  Insurance Programs: 
–  Life Insurance Plans* 

–  Traditional Disability(local employees) 

–  Virginia Sickness and Disability Program*(state employees)  

–  Long-Term Care Insurance Plans* 

–  Health Insurance Credit 

* Denotes programs administered by third-party 
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Service Delivery 



Customer Service Initiatives 

Initiatives Launched In Last 5 Years: 
  Reengineer Contact Center 
  Build Online Self-Service  
  Modernize Systems and Work Processes 



Reengineer Contact Center 

  Call center averages nearly 1,000 calls/day from 
members, retirees and employers 

  In 2005 – abandon rates on inbound calls 
averaged 22% 

  Turnover among call agents was high 
  Phone system was outmoded and no longer 

supported by vendor 
  Ability to monitor quality was limited 
  Reasons for calls not captured 
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Reengineer Contact Center 

  New phone system installed in 2006 
  New business processes were enabled: 

–  Skills-based routing of inbound calls – led to competency-
based compensation model, revised training and testing 

–  Screen pops – enabled faster handshake with inbound callers 
–  Better navigation between systems – speedier initiation of 

transactions and call completion 
–  Call recording- enabled call monitoring for performance 

evaluation, identification of training gaps and permanent 
member record of voice interactions 

–  Predictive call volumes – enabled deployment of part-time call 
agents during peak times 
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Online Self-Service 

myVRS Suite 
–   myVRS for members   

(Deployed May 2006) 155,000 registrations – 45% 

–  myVRS for employers  
(Deployed February 2007) 1,800 registered employers – 92% 

–  myVRS for retirees  
(Deployed June 2008) 27,600 registrations – 19% 





myVRS Planner for Members 
Quick Plan vs. Detailed Plan 



myVRS Benefit Estimates 
Performed by Members (FY) 
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myVRS Benefit Estimates 
Performed by Employers (FY) 

15 



16 

Continuous Improvement of 
Customer Service 

Modernization Program (2009 – 2013) 
  Replace obsolete technology 
  Reengineer business processes 
  Present consolidated view of the customer 
  Integrate third-party administrators 
  Accept online transactions (no forms, no paper) 
  Streamline benefit application by “life events” 
  Benefit simulation/online application wizards 
  Integrate “back office” staffing with “customer 

facing” functions. 



Continuous Improvement of 
Customer Service 

Steps in the Process 
  Listen to the customer 
  Benchmark business processes against Best of 

Breed 
  Act on the “low hanging fruit” 
  Develop technology to support business goals   
  Gain employee support and enthusiasm  
  Set a plan to get there with both short-term 

and long-term winners 
  Celebrate success 



Measuring Success 



Measuring Success 

VRS employs several measurement 
strategies: 
  Audience surveys 

  Pension benchmarking service 

19 



Measuring Success 
Key highlights from survey of members, 

retirees and employers: 
  Member satisfaction with VRS is high; will build upon 

that 
  Internet is becoming more of a resource for customers, 

especially in regards to financial planning 
  The VRS “brand” carries creditability with the audience; 

tread carefully not to violate that trust 
  Retirees are open and interested in secure online 

accounts to view information 
  Retirees want increased communication with VRS 
  Employers believe VRS is honest and ethical 
  Employers will rely upon VRS’ online tools more           

in the future 20 



Measuring Success 
Other customer surveys: 

  Members receiving one-on-one retirement counseling 
  Employers who attend employer forums 
  Employers who attend Benefit Administrator Training 
  Customers who email questions 
  Members who attend member presentations 
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Measuring Success 

CEM Benchmarking Service 

  Compares measures of service and costs 
across public plans 

  11 large state plans in VRS peer group 



Measuring Success 
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Measuring Success 
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Measuring Success 
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Accountability 
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Key 
Meets 
Caution 
Does Not Meet 

Agency Operating Standards 
  Monthly measure of key business 
processes, customer delivery and 
operational functions 

  Status updated monthly; accessed by 
employees via the intranet so everyone 
knows goals and works to the goals 

  Standard for each key business process 
is suggested by administration; board 
reviews and approves 

  Performance-based pay linked to 
standards 



Thank you! 


