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Participants

81 pension systems participated
• 34 from the United States*
• 21 from Canada*
• 23 from the United Kingdom*
• 3 from the rest of the world

* Local government and systems from the United Kingdom 
complete a different benchmarking surveys so their results are 
not in the report, but they are accessible via the peer network 
and in best practice analyses
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DRS’ Peer Group

“Compared to what?” - Edward Tufte

Efficiency

DRS’ Total cost per member was $98 
(Peer Average: $146)

• Costs increases tied to legacy system modernization
• …but peer cost increases were greater.

• 2.4 front-office FTEs per 10,000 members (peer average 
3.8)

• Front-office productivity 45% above peer average, scale-
adjusted

Lower cost driven by leaner staffing and higher 
productivity than peers
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Total Cost (& Major Projects)

Total Cost per Member, including Major Projects: 
• The Peer Average Cost was $146
• DRS’ Total Cost was $98

Support Costs
• Governance and Financial Control WA Peer Avg
• Governance and Financial Control $7 $9
• Major Projects $31 $19
• IT Strategy, Database, Applications $10 $26
• IT Security $2 $3
• Actuarial, Legal, Audit, Other $13 $15
• Total $63 $73

Total Cost, Compared
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Complexity Score

DRS’ Total Complexity Score was 51   
(Peer Average: 42)

Above average areas:
• Multiple Benefit Formula
• COLA Rules
• Contribution Rates
• Service Credit Rules

• Divorce Rules
• Purchase Rules
• Refund Rules

No significant change in complexity from last year

Service Score

• Higher for retiring experience
• Increased from 75 since 2018
• …but peer average has increased slightly greater

DRS’ Total Service Score was 79   
(Peer Median: 83)
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Digital

Industry Direction

• Security improvements
• Personalized member content across channels
• Expanding business intelligence for insights, decisions, and 

engagement
• 62% of pension plans now show rising web visits with falling 

calls and emails

DRS Digital Reach
• Reach grew 0.1% per year (peer average 2.2%)
• DRS is high in secure website visits

Digital reach: self-service share of self-service plus assisted-
service transactions

Service, Employer Education

Service

• Outbound communication and member statement 
scores trail peers

• Call center wait time improved to 313 sec from 553 
sec; 27% undesired outcomes (peer 14%)

Workshops and Seminars
• We have increased the number of employer 

workshops/seminar this year, but the number of 
employer education sessions we provide is just over 
half (78) of the peer average (139)
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Summary

• Benchmarked against larger US peer systems

• Complex plan portfolio with service at low cost

• Major projects drive recent cost changes

• Continued service and digital improvements are 
tied to the system modernization underway

Questions?


