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Strategic Goal  
• Increase customer self-service options by expanding and 

simplifying DRS’ online systems 
– Offer an online retirement application process by 

March 2012 
 

• Successfully implemented March 29, 2012 
– Provides the ability for customers to complete an 

online service retirement application 
 

Project Background 
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In response to customer service feedback and continuous customer service delivery improvement, provided another option for customers to apply for retirement



• Analyzed existing retirement application processes and 
best practices for online applications 

• Developed screen design options 
• Worked with focus group participants (internal and 

external) to select approved design 
• Continue to modify application to incorporate customer 

improvement suggestions 
 

Early Customer Involvement 
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Initially we worked with DRS project team members to define requirements which included  capturing feedback they received from customers who were applying for retirementFrom there, several design options were developed and presented to focus group participants to capture their feedback and recommended design optionsDeveloped application based on input from customers who were represented in focus group and by incorporating best practices from other online applications (New Jersey and Indiana)



• Customers can apply online for a service retirement and 
independently start the process at their convenience 

• Provides retirement education information for the 
customer’s specific system and plan 

• Questions within the application are specific to 
customer’s system and plan 

 

Customer Service Enhancements 
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As the application was developed continued to focus on improved customer service delivery. This provides another option for customers to apply for retirement. Even though someone may not be eligible to retire, there is education information customized for the member, based on the system and plan they are in. There is also general information that links them to retirement planning seminars, Health care information, social security and other sources that they should be familiar with when they are planning their working careers or preparing for retirement.Any only information that pertains to that particular system and plan is available to the customer when they are applying online.



• Estimated retirement benefit amount is known 
• Information will be pre-filled whenever possible 
• Customers can update information directly online  
• Built-in calculators 
 
 

Customer Service Enhancements 
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Essential that a member know what their estimated benefit will be when they retire so they will need to select an estimate prepared by DRS to start the application.Pulled from what we have on record for memberIf information needs to be updated – they can do so in application and our records will be updated (name, address, phone number, survivor, etc.)



• Once the application is submitted 
– Ability to print forms with information pre-filled 
– Provides tracking of exactly what additional forms or 

documentation is needed to retire 
– Ability to cancel and resubmit the application 

• Eliminates requirement to file some forms separately  
 

Customer Service Enhancements 
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Built- in calculators –Federal tax withholdingTeachers’ Retirement System Plan 1 Purchase Additional Annuity Purchase Service Credit Optional expense worksheetEliminates requirement to file separate forms (spousal consent form is still needed)Notarized member signatureW4PW9Provides tracking of exactly what additional forms or documentation is needed to retireSpousal consent/domestic partnerProof of birth date



• Eliminates approximately 5 manual processes 
• Fewer errors as information is pre-filled and legible 
• Automatically updates DRS systems  
• Provides information to generate optional bills based on 

customer’s request 
• Improved application processing time 

• Application view is organized as a DRS team member 
typically processes retirement information 

 

Customer Service Enhancements 
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Although this focuses on streamlined processes at DRS, the internal process improvements continue to provide enhanced customer service. For example: When submitted, the application automatically:Logs into DRS system automatically:Updates the W4P and W9 informationCreates acknowledgement letter to include only required formsGenerates a direct request to team member to create certain optional bills with all information needed to create an invoiceTRS 1 Purchase Additional AnnuityPurchase Service Credit



• 751 total service applications submitted in April 2012  
• 81 or 10.8% were submitted through the web 

 

April 2012 Usage  

System 
Plan 

Application 
Received 

System 
Plan 

Application 
Received 

PERS 1 10 TRS 1   3 
PERS 2 38 TRS 2   3 
PERS 3   4 TRS 3   8 

LEOFF 1   1 SERS 2   2 
LEOFF 2   4 SERS 3   8 
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8,154 service retirements in 2011 calendar yearAs of May 10,….. ## applications have been submitted



• Preliminary review shows  
– 63% applications submitted were completed within 

one hour, averaging 35 minutes to complete 
– The fastest completion was 12 minutes 
– 14 members submitted forms in 10 days or less 
– 7 members took over 10 days to submit required 

forms 
 

 

Customers Submitting the Application  
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8,154 service retirements in 2011 calendar year



Communicating to Customers  
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As plans ramp up on the promotion and visibility of the online retirement application, it has become clear from customer and team member feedback that customers are struggling to understand and use the current “MyDRS” callout box, which is the entry point for ORA and other services.  Customers are having difficulty finding and using the box, both in terms of understanding the terminology and accessing the current drop-down links list. The overall goal is to encourage members and retirees to use their online retirement account as the gateway to personalized online services, regardless of what plan they are in. (This will be especially convenient as DRS moves to a single sign-on option later this year.) With that in mind, we have redesigned the box to be more explicit and user-friendly.  The callout box will be retitled “Login/Signup” and will feature a “?” icon that can be clicked to bring up a description of online services. Instead of using a drop-down list, the box will feature distinctive “Login” and “Signup” buttons that direct the user to “Your Retirement Account.” (We are discontinuing the use of the term Defined Benefit Access for external audiences—the term just isn’t making sense to people.) It will also provide direct links for logging in to Plan 3 and DCP accounts. Soft launchGateway to personalized online services



• News and Announcements on DRS Public website 
• Expanded stakeholder communications delivered 

incrementally 
– LEOFF Plan 2 Retirement Board 
– Superintendent of Public Instruction 
– Washington Education Association 
– Governor’s Office & Cabinet Members 
– WA Federation of State Employees 
– All state agency Communication Directors 

Communicating to Customers 
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These are examples of some of the stakeholders we have communicated withContinue to promote ORA and integrate into existing processesPaper retirement applicationBenefit estimates



• Contacting customers who have submitted an online 
application to determine ease of use and recommended 
enhancements 

• General questions about overall experience 

Customer Follow-up 
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How was your overall experience using the Online Retirement Application?What part of the application did you find most useful?If there is at least one thing you think we could improve upon, what  would it be?Would you recommend the online retirement application to other public sector people you know who are near retirement?What would it take for you to be a completely satisfied customer of the Department of Retirement Systems?



• What they liked: 
– Easy to use and quick to complete 
– Prompts if something is incorrect or missed  
– Helpful publications and information throughout the 

application 
– Being able to track their application 
– The tax calculator 
– The Purchase Service Credit calculator 

What Customers Are Saying 



• Recommendations for enhancements: 
– Make the beneficiary section clearer and allow 

members who designate a survivor to designate 
contingent beneficiaries 

– Clarify what allowances means in the tax calculator 
– Clarify in the purchase service credit text that you can 

use Deferred Compensation monies to pay for the 
service credit 

– Make the requirement to submit a Spousal Consent 
Form clearer in the application  

What Customers Are Saying 



• Foundation for future online customer service delivery 
enhancements 

• Compile short term and long-term customer service 
delivery enhancements 

• Validate future service delivery enhancements with 
customer recommendations 

• Adapt application as needed and continue to follow-up 
with customers 
 

What’s Next? 
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We’ve already heard to add clarify around purchasing service credit – If I knew I could roll over DCP and the benefit to me, I would have paid more attention to thisMake beneficiary information more self-explanatory – Make letters we mail today accessible online - 



Thank you for helping us 
develop the online 

retirement application! 
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Thank you Special thanks to John Payne, Darrell Heisler, Mark Mears, Pat McElligott, Lt. Michael L. Turcott for participating in the focus group discussions or the early preview of the application last month.  Your comments and involvement have been very much appreciated.
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