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LIST OF EFFICIENCIES

Name of Agency:  Public Employees’ Benefit Board

Contact Person:  Lydia Lissman

Telephone:  503-373-0800

	Short Description of Efficiency 
	Program Affected
	Who/What Impacted (internal and external)
	Description of Savings
	Amount of Savings – if applicable (Include units and time period)

	Implemented an electronic benefit enrollment system.  This system created one authoritative source of member eligibility information for the Oregon State Payroll System and the Oregon University Payroll System, benefit carriers, PEBB’s third party administrator, staff, and PEBB members.
	Benefits
Customer Service
	Impacts state and university payroll systems, PEBB carriers, members, PEBB staff
	PEBB changed from limited access to employee records with daily work paper based, and sole reliance on the payroll centers, benefit offices and carriers to administer PEBB rules and regulations and the compliance monitoring, to the ability to electronically access all member benefit information in real time.  PEBB is able to provide and use current data to actively manage member records, identify conflicting data, and provide trend information for critical Board decisions. Implementation is resulting in  consistent application of  benefit rules across all agencies; reduction in production of printed materials, ability of members to manage their benefits on-line; ability to transfer accurate and timely member information electronically to carriers; reduction in benefit and payroll errors; and reduction in reliance on outside consultant for data and data analysis.

	

	Developed medical benefit plans focused on evidence based medicine
	Benefits

	PEBB members, carriers, providers, agencies
	The Board is focusing on the improvement in health care outcomes, not just the delivery of health care services.  Mechanisms requiring carriers to measure, track and report on health care outcomes of PEBB members will assure value for the level of health care dollars expended.  Benefit design is focused on services that have demonstrated good clinical outcomes. Improved health care outcomes can result in a healthier, more productive workforce .

	

	Implementation of new prescription drug plan
	Benefits
	Members, agencies, carriers
	Specific changes in the prescription drug plan for 2006 is resulting in increased usage of generic or preferred drugs that are equally effective in the treatment of medical conditions.  In the first quarter of 2006, generic drug usage for members in the Regence BlueCrossBlueShield (covers 76% of PEBB members) increased from 54.7% to 63.5%. Members pay only $5 for generic drug prescriptions resulting in lower costs for members.

	

	Established specific measurable standards for the customer service team.
	Customer Service

	PEBB members, carriers, third party administrator, agency/university payroll
	Measurable standards have been implemented for the number of appeals, email and telephone inquiries completed on a daily basis by each benefit analyst. This has resulted in a significant improvement in the timeliness of response to member issues. Timeliness in response reduces the potential for further benefit errors and reduces the workload at PEBB and in the agency payroll departments to make corrections.  Additionally, the number of corrections submitted to carriers is being reduced.

	

	Reorganized customer service work assignments to create single contacts for complex benefit issues that require special expertise.
	Customer Service

	PEBB members, agency/university payroll, carriers, third party administrator

	Specialization has reduced the length of time to respond to complex benefit issues and increased the accuracy of the response.  Member receive more thorough information for benefit decisions.
	

	Increased electronic distribution of member information

	Benefits

	Members, benefit analysts, agency/university payroll.
	The Employee Assistance Newsletter and PEBB Newsletter are moving to a much higher rate of electronic vs. paper distribution.  PEBB anticipates a 2/3 reduction for each of these publications by July 2006.  In addition, PEBB anticipates a similar reduction in the distribution of Enrollment materials.  
	

	Established a unique e-mail address and fax number for agency systems issues.
	Benefits 
Customer Service
	Agency/university payroll departments, members, PEBB staff
	Improves customer service to agencies and members by improving the response time on difficult benefit system issues.  Decreases the necessity to make retroactive payroll and benefit changes. Increase the accuracy of payroll and benefit records.

	

	Revised  internal process for member appeals
	Customer Service

	Members, agency/ University payroll departments, carriers, PEBB staff
	New process has resulted in a significant decrease in the backlog of appeals and a significant increase in the number of appeals resolved within the required 45 day time period.  Improvements result in improved customer service and accuracy of payroll and benefit records.
	

	Initiated a tracking system for all agency and member inquiries, whether by telephone, fax, or email.
	Customer Service

	Members, agency/ university payroll departments, PEBB staff
	Customer service has improved with members and agencies notified of receipt of inquiries.  Additionally, the change has resulted in the timely response to member issues and the ability to ensure every contact receives the appropriate attention.

	

	Established an Agency/University Advisory Committee to provide recommendations on PEBB operations, including pebb.benefits system improvements, member communications, policy and procedures.
	Customer Service Benefits Contracts
	Members, agency / university payroll departments, PEBB staff, carriers, third party administrator
	Recommendations from the Committee are resulting in improvements to the electronic benefit system; reduction in printed materials, improvements in policy, and consistency in the administration of benefits across all agencies.  The Committee is continuing to identify additional opportunities to improve customer service and to streamline work between payroll departments and PEBB.
	

	Implemented priority changes to pebb.benefits as identified by the Advisory Committee.
	Customer Service Benefits

	Agencies, PEBB staff, members, carriers, agency/university payroll departments
	PEBB is acting on systems recommendations that are improving the functionality of pebb.benefits which reduces the time members, agencies, and PEBB staff spend in entering and accessing data.  Benefit information and data is more accurate and can be utilized for policy decisions.
	

	Established curriculum and schedule to begin monthly training for payroll and personnel staff on state benefits.
	Benefits, Customer Service

	PEBB staff, members, agency and university payroll departments, carriers


	Increased understanding of benefits and interaction between payroll and benefit systems will improve customer service, reduce workload, increase accuracy of payroll and benefit records, and ensure consistency in application of benefits across all agencies. 
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