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Annual Performance Progress Report - Executive Summary
Time Period: Fiscal Year 2003 – 2004 
Executive Summary:

Need to Significantly Alter PERS Key Performance Measures:

A review of PERS’ Key Performance Measures (KPMs) by PERS internal audit staff showed significant deficiencies in the data and efficacy of the majority of the agency’s measures.  Upon closer inspection, the majority of PERS KPMs had the following weaknesses:

a. Effectiveness of Key Performance Measures: PERS has grown significantly over the past 10 years in both size of operations and the number of services it provides.  PERS Key Performance Measures have not been adjusted since the 95-97 Biennium to reflect these changes.  As a result, many of the measures have become ineffective in communicating the agency’s performance. 

b. Accuracy of Data:  PERS internal audit staff were unable to verify the data which formed the basis for several of PERS’ Key Performance Measures.  In addition, the data underlying some of the measures provided deceptive results.  

For these reasons, PERS cannot continue with its current set of KPMs (all but one will be suspended) as they do not accurately or fully represent a reasonable assessment of PERS overall administrative operations.  The continued use of these performance measures, without alteration, would result in misleading information being communicated not only to PERS staff and management, but to its external stakeholders as well.

Solution:

PERS is pursuing a two stage plan to resolve its Key Performance Measure issue:  first, develop an interim set of measures for the 05-07 biennium that will provide PERS management, the Legislature and other stakeholders with a representative view of PERS administrative performance and second, develop a permanent set of performance measures that will become effective in the 07-09 Biennium.

Interim Key Performance Measures (05-07 Biennium)

PERS objectives in developing an interim set of Key Performance Measures are as follows:

a. Performance measures must be comparable to at least one previous year’s data so that a  trend can be established

b. Whenever possible the performance measures can be measured against a peer group

c. Underlying data must be reasonably accurate

d. Performance measures represent an efficiency, effectiveness or results oriented measure

e. If possible, continue to use current performance measures that have sufficient data accuracy and efficacy to be valid and meaningful.

Based on this criteria, PERS has determined that only one of the current measures should be continued: “Percent of Retirements Paid Within 15 Days.”  As a result, data collection on all of the other 03-05 performance measures has been terminated as these measures were deemed either misleading or inaccurate.

The following is a summary of the six interim 05-07 Key Performance Measures:

1. Retirement Program:  Percent of Retirements Paid Within 15 Days (Renamed beginning in 05-07:  Percentage of Service Retirements Paid within 1.5 Months From Retirement Date) This measure is the only viable carryover from the previous set of performance measures.  This measure monitors the percentage of retirees who receive their initial retirement check within 15 days of the date in which they are to receive their first benefit payment (or 1.5 months from date of retirement).  This measure is important as it assesses the effectiveness of a wide range of coordinated activities that must come together in order to calculate, set-up and pay a benefit.  Delays in completing a process or obtaining needed information as well as a sudden surge in retirements can cause a delay in a member receiving their initial benefit payment.  As a result, this measure is a good measure of PERS’ overall pension inception abilities which is of critical importance to PERS members when they retire.  PERS goal is to issue 80% of all initial benefit payments within 15 days of the date of a retiree’s first benefit payment (or within 1.5 months of a members date of retirement).

2. Retirement Program:  Total Benefit Administration Costs Per Active Member and Annuitant (Excluding special projects) This is a cost effectiveness measure that is calculated as a part of the annual Cost Effectiveness Management (CEM) survey.  This measure shows the per member/retiree cost of PERS’ administration which is also compared to a peer group of similar North American public pension systems.  The underlying costs are adjusted so that they exclude special project costs such as information technology project expenses which can fluctuate significantly from year to year and mask the underlying costs of the pension system’s general operations.  By measuring PERS administrative costs in this manner, and comparing them to other pension system costs, PERS management and stakeholders can assess the reasonableness of administrative costs that are funded by the PERS trust.  PERS’ long-term goal is to be below the median  cost of peer public pension systems. (Note:  This measure, combined with #3 replaces the 03-05 Key Performance Measure:  “Direct Cost Per Retirement Established”)
3. Retirement Program:  Total Benefit Administration Costs Per Active Member and Annuitant (Including special projects)  This is a cost effectiveness measure that is calculated as a part of the annual Cost Effectiveness Management (CEM) survey.  This measure shows the total per member/retiree cost of PERS’ administration which is also compared to a peer group of similar North American public pension systems.  The costs in this measure include all expenses related to the Retirement Program, both general operations and special projects. By measuring total PERS administrative costs and comparing them to other pension system costs, PERS management and stakeholders can assess the reasonableness of the overall expenses funded by the PERS trust.  PERS’ long-term goal is to be below the median cost of peer public pension systems, even when special projects (such as I.T. development) are included. (Note:  This measure, combined with #2 replaces the 03-05 Key Performance Measure:  “Direct Cost Per Retirement Established”)
4. Retirement Program:  Member to Staff Ratio  This efficiency measure is calculated as part of the annual CEM survey and shows the ratio of PERS retirement service staff to the number of members and retirees to whom PERS provides services.  This measure reflects how efficiently PERS unitizes its staff in providing retirement services.  This number is also compared to a peer group of similar North American public pension systems.  PERS’ long-term goal is to be at least equal to the member to staff ratio among its peers (Note:  This measure replaces the 03-05 Key Performance Measure: “Service Retirements Established PER FTE”).
5. Deferred Compensation Program: Average Dollars Deferred by Participant  This measure reflects the amount of dollars, on average that participants in the Deferred Compensation Program are deferring per month.  Because the Deferred Compensation Program is voluntary, the level of dollars deferred reflects the success of the information that PERS provides to potential participants (so that they want to contribute more) and the value of the Deferred Compensation Program as perceived by the participants (the higher the value, the more dollars will be deferred).  The amount as participant can defer is capped by the Internal Revenue Service at $13,000 per year (2004) or $1,083 per month.  PERS goal is to encourage program participants to defer at least $25 per month in every year. (Note:  This measure replaces the 03-05 Key Performance Measure:  “Percentage of Increase in Deferred Compensation Dollars Deferred Annually”) 
6. Deferred Compensation Program:  Level of Participation  This measure shows the level of participation among employers of the State of Oregon in the Deferred Compensation Program.  Because the Deferred Compensation Program is voluntary, the level of participation is important as it measures the level of usage, and therefore, perceived value, that participants and potential participants view the Deferred Compensation Program.  It is PERS’ goal to increase the participation level among employees that work for the State of Oregon by 1% per year.  (Note:  This measure replaces the 03-05 Key Performance Measure:  “Percentage of Increase in Deferred Compensation Participants”)
Note:  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

	8



	


Degree and type of agency influence on agency’s chosen benchmarks and high-level outcomes:

PERS has limited influence on the outcome of its key performance measures.  While the KPMs are tied to PERS operations or costs (which are directly within the agency’s scope of management), outside influences can dramatically impact PERS’ ability to meet targeted outcomes.  During the 2004 FY, PERS experienced significant negative impacts to its operations as a result of legislative changes to member pension benefits and the agency’s governing statutes.  These changes rendered PERS’ already decrepit systems ineffective while simultaneously causing an upsurge in demand for services at the very time the agency’s systems were least able to provide support.  As a result, PERS’ KPMs though generally influenced by agency strategies, can be dramatically affected by unusual and unforeseen events that can greatly impact the agency’s ability to meet its planned targets.

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

As stated before, there are two issues or barriers that that prevented PERS from meeting its KPM targets:

1) the original design of the KPMs no longer provide a good representation of PERS’ performance due to the changing nature of the agency’s business or the underlying data provides misleading results; and

2) dramatic events during FY 2004 tied to significant legislative changes rendered critical systems obsolete while simultaneously raising the demand for the same services that depended on those systems.

Future Challenges:

PERS’ primary challenge is to develop a set of comprehensive and meaningful KPMs for the future.  As stated before, PERS’ strategy is to provide an interim, representative set of KPMs for the 05-07 Biennium while compiling a permanent set of KPMs.  It is PERS’ plan, if possible, to merge the interim 03-05 KPMs with the permanent KPMs in the interest of continuity and consistency.

Annual Performance Progress Report - Part I, Managing for Results
Time Period: Fiscal Year 200X – 200X
	Agency: Oregon Public Employees Retirement System
	Date Submitted: October 22, 2004
	Version No.:

	Contact: Dale S. Orr, Actuarial Analysis Manager
	Phone: (503) 603-7704
	

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

	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?
	PERS performance measures were developed years ago, based on stakeholder and staff input, and updated as needed.  In the past, the performance measures were developed through review and analysis of pertinent statutory requirements and management measures.  Staff and management worked together to build the current performance measure curriculum.  However the growth and changes seen by PERS during recent years has rendered the current set of performance measures obsolete.  As a result, PERS is undertaking an initiative to develop a new set of measures that will better reflect PERS performance in its new configuration.

	2 How are performance measures used for management of the agency?
	The PERS performance measures stressed financial, production, and customer satisfaction outcomes.  Because the current set of performance measures are obsolete or misleading, with the exception of one measure, management no longer uses the current set of approved measures.  Historically, these measures were assessed on a quarterly basis and reviewed by agency management.  The measures were also used to construct the biennial agency budget.

	3 What training has staff had in the use performance measurement?
	Given significant turnover in critical positions, staff and managers have had to undergo a general re-education regarding performance measures.  During the summer of 2004, PERS undertook a comprehensive evaluation of its current performance measures and during this process, agency management and senior staff were provided with a broad education on the nature, types and importance of performance measures.  In addition, staff is being closely involved in the development of the new set of measures to ensure that the measures will have multiple uses at both the state and agency levels.  Training will continue, particularly for PERS budget staff who will assume the responsibility for coordinating and maintaining the agency’s performance measures.


	4 How does the agency communicate performance results and for what purpose?
	PERS performance measures have and will again be used in two areas:  1) management tool and 2) budget development.  In both instances the performance measures will be compiled in hard copy.  These reports will be provided to management and senior staff as needed.

URL for performance measures and this Annual Report:  www.pers.state.or.us                                        

	5 What important performance management changes have occurred in the past year?
	As stated before, all but one of the current set of performance measures have been suspended and PERS is in the process of developing a comprehensive set of meaningful measures for the future.
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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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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)

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.

Data

Targets

Percentage of service retirements paid in 1-15 days

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

2000

2001

2002

2003

2004

2002

2003

2004

2005

2006

Data

Targets



[image: image3.wmf]Annual Performance Progress Report

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
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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
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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
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annually

0.0%

2.0%

4.0%

6.0%

8.0%

10.0%

1999

2000

2001

2002

2003

2001

2002

2003

2004

2005

Data

Targets




[image: image7.wmf]Annual Performance Progress Report

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 
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Performance Measure:

459-08  Deferred Comp customer satisfaction rating

1999
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2001

2002
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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.

Data

Targets
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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

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Data

Targets

Service Retirements per FTE

0

0

0

0

0

0

0

0

0

0



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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Data

Targets
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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.



&L&12Public Employees Retirement System&C&12 9&R&12October 22, 2004



459-08

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Data

Targets

Deferred Comp customer satisfaction rating

0

0

0

0

0

0

0

0

0

0




_1161412098.xls
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.



&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.



&L&12Public Employees Retirement System&C&12 9&R&12October 22, 2004



459-08

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Data

Targets

Deferred Comp customer satisfaction rating

0

0

0

0

0

0

0

0

0

0




_1161412062.xls
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.



&L&12Public Employees Retirement System&C&12 2&R&12January 15, 2004



459-01

		0

		0

		0

		0

		0

		0

		0

		0

		0

		0



Data

Targets

Service Retirements per FTE

0

0

0

0

0

0

0

0

0

0



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.



&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.



&L&12Public Employees Retirement System&C&12 5&R&12January 15, 2004



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.
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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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