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Summary

In compliance with Executive Order 25-06, this document outlines proposed improvements
[the agency] will make toward our selected key services, aiming to enhance efficiency, quality,
and customer satisfaction. It highlights specific areas for development with the goal to address
current challenges and optimize service delivery for better overall performance and customer
experience.
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SECTION A: AGENCY-WIDE CX STRATEGY

Al. Executive summary (agency CX vision)
Agency CX Vision

The Department of Retirement Systems (DRS) plays a vital role in supporting the economy and
financial security of Washington state by delivering essential information, education, and timely,
accurate retirement benefits to a diverse population of public servants. Prioritizing an exceptional
customer experience (CX)—with an emphasis on self-service and timeliness—across our core services
is central to our mission and values, as guiding public employees toward a secure and stable
retirement with a reliable monthly income stream helps safeguard their long-term financial stability
and quality of life. The pension payments we administer total more than $6.8 billion annually, and as
over 85% of recipients live in Washington, inject substantial funds directly into local economies across
the state.!

DRS is currently engaged in several strategic initiatives that will shape the agency’s future and help
define our direction for the next 25 years. One of the most significant is the development of our new
six-year strategic plan. Scheduled for completion in Spring 2026, the new strategic plan is being
created through a highly collaborative and data-driven process informed by customer, partner, and
stakeholder feedback and will serve as the agency’s primary roadmap moving forward. The project
timeline for this new strategic plan presents an ideal opportunity to fully integrate YourWA CX
improvement initiatives into our strategic vision. This alignment is most clearly illustrated by our first
goal: Deliver an Exceptional Customer Experience. This goal underscores the central role CX will
continue to play in fulfilling our long-term agency vision.

We are also in the process of deploying the most extensive system modernization in the agency’s
history through the CORE: Pension Administration Modernization (PAM) project. This initiative will
replace our 30-year-old legacy system with Neospin, a secure cloud-based pension administration
solution. The Neospin platform allows the agency to modernize membership information, benefits
processing, and disbursements and receivables management business processes. The system will also
replace our enterprise content management solution. This new technology will enable DRS to deliver
more efficient and high-quality service to the nearly 1,000,000 customers that rely on us for
information, expertise, and support. We anticipate completing the implementation in fall 2027. Upon
completion, Neospin is expected to have a transformative positive impact on our overall CX.

External factors also make this a particularly relevant time to prioritize CX. Washington is one of the
fastest growing states in the nation, with net migration driving much of its population increase.’ This
sustained population growth requires an expanding public workforce to address public needs, which
translates to a rising membership in DRS-administered plans. DRS membership data confirms this

! Washington State Department of Retirement Systems. (2025). 2025 Annual Comprehensive Financial Report. Retrieved
February 17, 2026, from https://www.drs.wa.gov/wp-content/uploads/2025/10/2025-ACFR-Document-102325.pdf

2 Washington Office of Financial Management. (2025, June 27). Washington population growth slowing - Office of Financial
Management. Retrieved February 17, 2026 from https://ofm.wa.gov/news-publications/washington-population-growth-
slowing/



trend: active members have grown from around 350,000-360,000 in earlier recent years to 368,099 as
of June 2025, while total members and annuitants now exceed 950,000.3

Finally, as younger employees who are more accustomed to seamless digital interactions, mobile
access, and self-service options join the public workforce and advance in their careers, expectations
for technology-based customer experiences will only grow. We must meet this generational shift by
delivering more modern, human-centered solutions that meet these expectations of these members
without compromising service accessibility for other generations.

CX Goals

DRS has several high-level CX goals for the year, which are primarily focused on the elements of
Customer Engagement, Technology, and Process.

o Develop customer journey map including customer touchpoints.

e Establishing overall customer service satisfaction score (CSAT) and other agency-wide baseline
metrics.

e Expanding CX data collection and customer and employee feedback mechanisms.

e |Initiate feasibility study for improvements to DRS online member portal.

e Explore ways to provide customers with relevant information and resources throughout the
customer journey.

In conclusion, DRS is at an opportune time to elevate CX as a cornerstone of our operations. By fully
aligning the YourWA CX improvement initiatives with our forthcoming six-year strategic plan and
leveraging the transformative capabilities of the CORE: PAM project and Neospin platform, we are well-
positioned to meet the evolving needs of our growing and diversifying membership.

A2. Agency context & CX opportunity

DRS administers one of the most complex public retirement systems in the country, comprising 15
plans across eight individual retirement systems, along with the state’s voluntary deferred
compensation program (DCP):

Public Employees’ Retirement System (PERS)

School Employees’ Retirement System (SERS)

Public Safety Employees’ Retirement System (PSERS)

Teachers’ Retirement System (TRS)

Law Enforcement Officers’ and Fire Fighters’ Retirement System (LEOFF)
Washington State Patrol Retirement System (WSPRS)

Judicial Retirement System (JRS)

Judges’ Retirement Fund (JRF)

O 0O 0O 0O O O O O

We serve a diverse population of state employees, teachers, police officers, fire fighters, and other
public employees by collecting contributions, maintaining accurate records, calculating and paying

3 Washington State Department of Retirement Systems. (2025). 2025 Annual Comprehensive Financial Report. Retrieved
February 17, 2026, from https://www.drs.wa.gov/wp-content/uploads/2025/10/2025-ACFR-Document-102325.pdf



benefits, providing retirement planning education and tools, and ensuring compliance with state laws.
We serve over 368,000 active members, 243,000 annuitants, and 339,000 additional inactive/ineligible
members for a total of over 950,000 individuals served by our systems. This equates to over $8.9 billion
in annual benefit payments and management of more than $218 billion in trust fund assets.*

As a single-mission agency dedicated exclusively to retirement services, DRS is uniquely positioned to
prioritize and advance CX improvements for all customers. Our singular focus on the administration of
public pension plans allows us to efficiently implement cohesive communication strategies, maintain
a strong and consistent brand, and align our strategic initiatives. We have always prioritized quality
and consistency across our core services that most directly impact overall CX and remain fully
committed to upholding and strengthening that standard, even as we pursue larger CX-focused
projects and system-wide improvements.

Several internal and external factors make this an optimal time for DRS to prioritize CX. Washington’s
population has grown by an estimated 408,790 residents since 2020, and although the rate of growth
has slowed, the state remains one of the fastest growing in the nation.> This sustained influx of new
residents increases demand for public services, which in turn increases the number of public
employees and thus DRS membership. Recent trends in DRS membership support this assumption
with the number of active members rising by over 30,000 (9%) since fiscal year 2020.%"

Shifting generational preferences further emphasize the need to focus on CX; particularly in regard to
technology and self-service options. Customer interactions with DRS increase as members approach
retirement, which historically has led to DRS catering to an older customer base that values
personalized phone support and in-person interactions. However, as younger generations enter public
service and progress in their careers, they bring with them expectations for seamless digital
experiences and self-service options. These preferences reflect broader societal trends toward
increased technological literacy and higher expectations for digital service experiences. To meet these
evolving needs, DRS must intentionally integrate CX improvement and human-centered design
principles into our ongoing technological modernization efforts.

The agency is currently undertaking the most significant technology upgrade in its history, creating a
critical opportunity to enhance data systems, technology infrastructure, and internal processes
through a strong CX lens. The CORE: PAM project will plan, procure and implement a modified off-the-
shelf (MOTS) Pension Administration Solution. This new solution will Create an Outstanding
Retirement Experience (CORE) by allowing our team members to better serve members and deliver
secure, modern and flexible retirement tools for decades to come. By replacing our 30-year-old legacy
system with Neospin, a secure, cloud-based pension administration solution, we modernize key

4 Washington State Department of Retirement Systems. (2025). 2025 Annual Comprehensive Financial Report. Retrieved
February 17, 2026, from https://www.drs.wa.gov/wp-content/uploads/2025/10/2025-ACFR-Document-102325.pdf

5 Washington Office of Financial Management. (2025, June 27). Washington population growth slowing - Office of Financial
Management. Retrieved February 17, 2026 from https://ofm.wa.gov/news-publications/washington-population-growth-
slowing/

6 Washington State Department of Retirement Systems. (2020). 2020 Annual Comprehensive Financial Report. Retrieved
February 18, 2026, from

" Washington State Department of Retirement Systems. (2025). 2025 Annual Comprehensive Financial Report. Retrieved
February 17, 2026, from https://www.drs.wa.gov/wp-content/uploads/2025/10/2025-ACFR-Document-102325.pdf



operational areas, including membership information management, benefits processing,
disbursements and receivables handling, and electronic documents management. By implementing
this advanced, flexible, and secure retirement platform, we will empower us to deliver more efficient,
accurate, and customer-focused service across all touchpoints.

DRS currently measures CX through a combination of post-interaction customer service surveys and
established contract performance measures. We administer surveys following various types of
customer interactions, including email correspondence, telephone calls, scheduled appointments,
unscheduled visits to DRS headquarters, and participation in webinars and seminars. Additionally, we
conduct a quarterly survey of recent retirees to collect feedback specifically on the retirement process.
To track agency performance, we have established CX metrics and timeliness measures for our key
activities identified in the 90-day YourWA questionnaire. Our key activities were selected because they
reach the largest portions of our membership and have the greatest potential to influence our overall
CX.

We have also made efforts to better understand member needs and agency satisfaction beyond
customer service touchpoints. Notably, this includes a customer survey that was administered in
August 2025. The goal of this survey was to gather insights from members to inform updates to the
agency’s strategic plan and member services portal. The survey received over 2,045 responses from
members of a variety of systems and plans. Overall, 85% of respondents reported satisfaction with
their DRS experience, with many praising DRS ‘s staff expertise, helpfulness, and resources:

o “lam very grateful for all Washington State has done to support my retirement planning.”

o “Employees who take my phone calls are super knowledgeable and helpful.”

e “Nice to talk to someone who is on top of their game and able to help with whatever the

e situationis.”

e “Thank you for the online podcasts and YouTube videos - so helpful.”

e “Gave me excellent information and advice when | retired several years ago.”

o “The website is very helpful.”

e “Everytime | had to contact DRS, the staff has been very helpful. Answering questions and
steering me in the right direction.”

e “I'hold DRS above all other WA state agencies in quality of services.”

Although many customers had positive perceptions of DRS and our overall customer experience, the
survey also revealed several opportunities for improvement, including:

e Better digital tools (e.g. personalized dashboards, live chat support, additional
calculators/tools)

e Clearerinformation about retirement

e Plan-specific expertise/customer support

Customers also made clear that although they do desire more robust digital tools and more self-
service options, there remains a significant demand for one-on-one and in-person consultations with
DRS experts. Respondents suggested improvements to customer service such as more knowledgeable



staff, more consistent responses to questions, shorter wait times, callback options, and extended
support hours.?

While there are internal and external factors that create significant opportunities for DRS to optimize
CX, we also face several persistent challenges that must be addressed to achieve meaningful,
sustainable improvement. The inherent complexity of administering 15 distinct retirement plans with
varying rules and structures makes it difficult to deliver unified messaging and customer service
across all member groups. Resource constraints can also limit the scope of CX improvements,
particularly when it comes to technology modernization efforts. DRS must continually balance
resource allocation between our commitment to sustained excellence in core services with more long-
term, broader CX improvement initiatives.

Although DRS actively surveys customers at many customer service touchpoints and has conducted
broader efforts to gather customer feedback (such as the August 2025 customer survey), engaging a
representative cohort of customers remains a challenge. Many customers interact minimally or not at
all with DRS until they approach or reach retirement eligibility. This low engagement from many
customers hinders our ability to determine if we are providing the support, education, and resources
necessary to help them make informed decisions early in their careers and prevents us from gaining a
comprehensive understanding of our CX.

DRS administers retirement plans in close partnership with participating employers across the state,
including school districts, state agencies, cities, counties, and other public entities. These employers
serve as both essential partners and a unique customer base, which adds to the complexity of any CX
improvement efforts. Employers vary in their resources, internal processes, and expertise related to
retirement plan administration. Some have dedicated HR or benefits teams with extensive knowledge
of DRS plans and systems, while others manage these responsibilities with limited staff or support. As
aresult, any proposed CX improvements must consider and acknowledge DRS employers as key
stakeholders.

We have chosen to focus on Customer Engagement as our primary CX element. We assess as Level 3
(Established) on this element based on the Agency Customer Experience Assessment Tool. At this
stage, we routinely engage customers through regular surveys at various contact points and use their
feedback to inform actionable improvements. To advance toward Level 4 (Advanced) and beyond, our
CX efforts for the year will be primarily driven by establishing more continuous customer feedback
loops, mapping our client journey and identifying key touchpoints, and enhancing mechanisms for
gathering customer input. This includes launching a targeted survey for Plan 3 and DCP members to
gauge satisfaction with investment options and an annual survey to gauge overall agency CX, then
integrating this feedback into our continuous process improvement efforts. By prioritizing customer
engagement, we aim to create an engaged and informed membership base that directly influences
improvements, ensuring our members feel heard and valued throughout their retirement planning
experience.

& Washington State Department of Retirement Systems. (2025). 2025 Customer Survey Report.



Although we have selected Customer Engagement as our primary CX element, we are dedicating
significant resources to both the Technology and Process elements. Currently, we assess our
Technology maturity at Level 3 (Established), as DRS offers a robust online service portal that allows
members to view account information, review their service credit balance and history, update or
designate beneficiaries, send secure messages to DRS staff, calculate personalized benefit estimates,
upload supporting documents, and even initiate the retirement application process. Similarly, our
Processes are at self-assessed at Level 2, with some processes mapped and designed with customers
in mind, yet CX remains unincorporated into many processes.

The CORE: PAM project and the deployment of Neospin presents an opportunity for us to advance
each of these elements. Although the CORE: PAM project is not customer-facing, it does enable
changes to internal business processes that are crucial to the administration of the state’s public
pension system. DRS has also rewritten most customer correspondence generated by the pension
administration system to emphasize clear calls to action and plain-language communication. These
technological and process advancements will ultimately allow us to provide a more efficient and
accurate CX that is scalable and adaptable to changing customer needs and preferences.

A3. Measuring customer experience at the agency level

To align with Executive Order 25-06 requirements for agency-wide CX data submission through
quarterly reporting, DRS plans to develop and formalize agency-level CX measurement around 3

constructs:

e Overall satisfaction

e Usability

e Timely service

DRS has already measured overall agency satisfaction as part of the August 2025 Customer Survey, the
results of which were that 85% of respondents reported being satisfied with their DRS experience, and
just over 4.5% reported dissatisfaction with DRS services.? Although this iteration of the survey was a
one-time project, we plan to conduct a similar survey on an annual basis, allowing us to continually
measure overall agency CX.

Metric

Description

Frequency

Notes

What's the name
of the metric?

What does this metric
measure?

How often do you or plan to
review and analyze this data

Any additional context or clarifications
about the metric—such as data

Customer Effort Score (CSE)
for the retirement process.

provided by customers? limitations, planned improvements
Customer Average score of reported Annually CSAT at the agency level was captured
Satisfaction customer satisfaction as part of the 2025 Customer Survey.
(CSAT). We will begin collecting CSAT on
through an annual survey in FY 2027.
Usability OAA adoption rate Quarterly A measure for OAA adoption rate is

under development. CSE on the
retirement process is in place as of
February 2026.

% State of Washington Department of Retirement Systems. (September, 2025). 2025 Customer Survey Report.




Timely service

Average call answer times
Abandonment rate
1% contact resolution rate

Quarterly

Call answer times and abandonment
rates are available through our
current call management system.

1% contact resolution rate is
potentially viable under our current
systems, but likely will require Neospin
for full implementation.




SECTION B: KEY SERVICES CX IMPROVEMENTS

B1. Planned CX improvements by key service
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Key Service: Answering Customer Inquiries

What customer
input informed this | Why this matters to . . - q :
Improvement p. y Equity considerations Timeframe Success metrics Agency or external partners
improvement customers
selection
What improvement Identify the customer What value will this Who is most impacted by When will this How will you measure | List any internal teams, other

will be made? (e.g.,
reduce process steps,
improve guidance,
create feedback
loops)

input used to inform
this improvement (list
all that apply): Survey
data, Complaints,
Direct interviews,
Advisory group, Other

improvement bring to
your customers?

this issue or improvement?
Are there known disparities
or access barriers this
improvement intends to
address?

work begin and
end?

success?

agencies, or external partners
involved in this improvement, or
enter “None at this time.”

Explore ways to
make Online Account
Access (OAA) easier
for customers to
navigate.

Customer feedback,
feedback from
Retirement Specialists
and other customer
facing positions, 2025
Customer Survey, Focus
groups.

OAA is the primary self-
service tool for DRS
customers, with 635,066
member accounts as of
February 2026.

Some members have
difficulty visiting DRS in
person for service due to
their location. DRS should
continue to offer virtual
appointments and self-
service options that align
with members’ technological
and accessibility
preferences.

DRS is conducting
a feasibility study
on improvements
to the member
portal which is due
in Summer 2026.
The CORE: Portals
(enhanced
member portal)
Project is expected
to beginin FY 2028.

Increased OAA login
rates; reduced call
volume for OAA issues;
Recent Retirees Survey
scores on website
usage.

Internal: ISD, Communications,
Project Management Office, and
Contact Center teams.

External: None at this time.

Investigate ways to
better partner with
employers when it
comes to
onboarding their
new employees.

Customer feedback,
feedback from
Retirement Specialists
and other customer
facing positions, 2025
Customer Survey, 2025
Employer Experience
Survey.

Faster, more predictable
decisions reduce
uncertainty and improve
long-term planning and
satisfaction

Addresses disparities in
financial literacy and access
to unbiased information
across diverse employee
populations.

DRS plans to
implement new
processes for
gathering
customer feedback
on the plan choice
process on
investment
options, including
a survey of new
hires, a survey of
defined
contribution plan
members, and
reports to track
plan selection and

New Hire Survey;
Investment Options
Survey;

Plan Choice Report.

Internal: Communications,
Education & Outreach.
External: None at this time.

11




automatic
enrollments. All of
these are
scheduled for
implementation in
CY 2026 and will be
used to inform
improvements to
employer
partnerships and
the onboarding
process.
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Key Service: Member Plan Choice

What customer
input informed this | Why this matters to . . - q :
Improvement p. y Equity considerations Timeframe Success metrics Agency or external partners
improvement customers
selection
What improvement Identify the customer What value will this Who is most impacted by When will this How will you measure | List any internal teams, other

will be made? (e.g.,
reduce process steps,
improve guidance,
create feedback
loops)

input used to inform
this improvement (list
all that apply): Survey
data, Complaints,
Direct interviews,
Advisory group, Other

improvement bring to
your customers?

this issue or improvement?
Are there known disparities
or access barriers this
improvement intends to
address?

work begin and
end?

success?

agencies, or external partners
involved in this improvement, or
enter “None at this time.”

Explore novel ways to
assist employers in
providing
information to their
employees during
their plan choice
selection period.

Customer feedback,
feedback from
Retirement Specialists
and other customer
facing positions, 2025
Customer Survey, 2025
Employer Experience
Survey, focus groups.

Providing information to
employees during their
plan selection period
helps them make an
informed choice that
meets their specific needs
and circumstances.

More plain language
information in a variety of
formats to support
customers’ informed
decision-making where their
level of financial literacy
may differ.

DRS plans to
implement new
processes for
gathering
customer feedback
on the plan choice
process and
investment
options, including
a survey of new
hires, a survey of
defined
contribution plan
members, and
reports to track
plan selection and
automatic
enrollments. All of
these are
scheduled for
implementation in
CY 2026 and will be
used to inform
improvements to
employer
partnerships and

New Hire Survey;
Investment Options
Survey;

Plan Choice Report.

Internal: MED, Communications,
Employer Support Services.
External: Voya, DRS Employers.
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What customer

Improvement |np.ut informed this | Why this matters to Equity considerations Timeframe Success metrics Agency or external partners
Improvement customers
selection

plan choice
education.

Research ways to Customer feedback, More informed and Addresses disparities in See above. See above. See above

offer more neutral feedback from predictable decisions financial literacy and access

guidance and Retirement Specialists reduce uncertainty and to unbiased information

resources that and other customer improve planning. across diverse employee

further empower
customers in making
an informed plan
choice.

facing positions, 2025
Customer Survey, focus
groups.

populations.

Send reminders to
customers at 45 days
and 75 days from
their 90-day plan
choice deadline,
while reminding
them that DRS is
available to answer
any questions they
may have.

Customer feedback,
feedback from
Retirement Specialists
and other customer
facing positions, focus
groups.

Sending reminders will
result in more informed
plan selection by reducing
the number of members
who default into a plan
due to missed selection
deadlines.

Reduces the risk for
employees with lower digital
access or awareness who
might miss their plan
selection deadline.

Implementation of
this
communication is
being developed
with our CORE:
PAM project and
will be deployed in
Fall 2027.

% of members
receiving reminders
who complete
selection on time;
reduction in default
enrollments

Internal: Contract Center,
Communications, ISD, Project
Management Office.

External: None at this time.

14




Key Service: Deferred Compensation Plan Enrollment

What customer
input informed this | Why this matters to . . - q :
Improvement p. y Equity considerations Timeframe Success metrics Agency or external partners
improvement customers
selection
What improvement Identify the customer What value will this Who is most impacted by When will this How will you measure | List any internal teams, other

will be made? (e.g.,
reduce process steps,
improve guidance,
create feedback

input used to inform
this improvement (list
all that apply): Survey
data, Complaints,

improvement bring to
your customers?

this issue or improvement?
Are there known disparities
or access barriers this
improvement intends to

work begin and
end?

success?

agencies, or external partners
involved in this improvement, or
enter “None at this time.”

loops) Direct interviews, address?
Advisory group, Other
Research better tools | Customer feedback, Customers reported Research ways to provide Research is Investment Options Internal: Communications, Defined
to help customers feedback from confusion about DCP greater access to tools and currently ongoing. | Survey; Contribution Team, Education &
determine deferral Retirement Specialists application requirements, | education that prioritize Our focus currently | Auto enrollment Outreach.
amounts and take and other customer leading to incomplete underserved or marginalized | is on better report; External: Voya.
more action towards | facing positions, 2025 submissions. Clearer populations to learn about understanding Comms team
retirement readiness. | Customer Survey, focus | guidance would reduce DCPR, investments and how to | customer needs investigating
groups. burden and stress during prioritize contributing to DCP | and our overall CX. | calculator/tool
DCP enrollment. that feels accessible and improvements.
relatable.
Explore more ways to | Customer feedback, More predictable and Helps members with lower See above. See above. See above.
educate customers feedback from informed investment financial literacy or other
about DCP. Retirement Specialists decisions reduce barriers increase their
and other customer uncertainty and improve retirement readiness.
facing positions, 2025 confidence and security.
Customer Survey.

15




Key Service: Estimating Retirement Benefits

What customer
input informed this | Why this matters to . . - q :
Improvement p. y Equity considerations Timeframe Success metrics Agency or external partners
improvement customers
selection
What improvement Identify the customer What value will this Who is most impacted by When will this How will you measure | List any internal teams, other

will be made? (e.g.,
reduce process steps,
improve guidance,
create feedback

input used to inform
this improvement (list
all that apply): Survey
data, Complaints,

improvement bring to
your customers?

this issue or improvement?
Are there known disparities
or access barriers this
improvement intends to

work begin and
end?

success?

agencies, or external partners
involved in this improvement, or
enter “None at this time.”

loops) Direct interviews, address?

Advisory group, Other
Identify ways to Customer feedback, Accurate and timely Reduces barriers for those Implementation of | T.B.D. Internal: ISD, Processing Team,
streamline the feedback from benefit estimations are with limited tech access or improvements to Project Management Office
retirement estimate Retirement Specialists required for members to mobility to obtain their the retirement External: None at this time.
process for and other customer confidently plan for retirement benefit estimates. | estimate process
customers. facing positions, focus retirement. Currently, telephone, in will be completed

groups.

person and online options
exist.

with the
deployment of
Neospin
(scheduled for
September 2027).
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Key Service: Applying for Retirement

What customer
input informed this | Why this matters to . . - q :
Improvement p. y Equity considerations Timeframe Success metrics Agency or external partners
improvement customers
selection
What improvement Identify the customer What value will this Who is most impacted by When will this How will you measure | List any internal teams, other

will be made? (e.g.,
reduce process steps,
improve guidance,
create feedback

input used to inform
this improvement (list
all that apply): Survey
data, Complaints,

improvement bring to
your customers?

this issue or improvement?
Are there known disparities
or access barriers this
improvement intends to

work begin and
end?

success?

agencies, or external partners
involved in this improvement, or
enter “None at this time.”

loops) Direct interviews, address?

Advisory group, Other
Identify ways to Customer feedback, Reduces errors, burden, Exploring more ways to offer | We will continue to | Reduction in Internal: Contact Center,
further simplify the feedback from and stress for members forms and documents to gather data and retirement application | Processing Center,
retirement Retirement Specialists during a major life customers in languages customer processing time, Communications, Project
application process and other customer transition. other than English. feedback. retirement process Management Office.
for customers. facing positions, Recent Implementing Customer Effort Score | External: None at this time.

Retirees Survey, focus major changes to

groups. the retirement

application

process will be
completed with
the deployment of
Neospin
(scheduled for
September 2027).
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Key Service: Paying Retirement Benefits

What customer
input informed this | Why this matters to . - - . . Agency or external partners
Improvement p. y Equity considerations Timeframe Success metrics gency P
improvement customers
selection
What improvement Identify the customer What value will this Who is most impacted by When will this How will you measure | List any internal teams, other

will be made? (e.g.,
reduce process steps,
improve guidance,
create feedback
loops)

input used to inform
this improvement (list
all that apply): Survey
data, Complaints,
Direct interviews,
Advisory group, Other

improvement bring to
your customers?

this issue or improvement?
Are there known disparities
or access barriers this
improvement intends to
address?

work begin and
end?

success?

agencies, or external partners
involved in this improvement, or
enter “None at this time.”

Research feasible,
alternative payment
methods for
customers that are
unable to utilize
more common
means, such as direct
deposit or checks.

Customer feedback,
feedback from
Retirement Specialists
and other customer
facing positions, focus
groups.

Ensures reliable, secure
access to benefit
payments for all
members.

Explore more opportunities
to educate customers on
fraud and
guardianship/power of
attorney documents. In
addition, DRS will continue
offering alternative
language options whenever
possible.

Due to resource
limitations, this
improvement will
be evaluated after
the completion of

the OneWA project.

T.B.D.

Internal: Processing Center,
Member Operations, ISD, Project
Management Office.

External: Office of Financial
Management.
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Key Service: Processing Refunds of Retirement Contributions

LU EBCTETTT Agency or external
input informed Why this matters to . . . . o .
Improvement .. Equity considerations Timeframe Success metrics partners
this improvement customers
selection
What improvement Identify the customer | What value will this Who is most impacted by | When will this How will you measure List any internal teams, other

will be made? (e.g.,
reduce process
steps, improve
guidance, create
feedback loops)

input used to inform
this improvement
(list all that apply):
Survey data,
Complaints, Direct
interviews, Advisory
group, Other

improvement bring to
your customers?

this issue or
improvement? Are there
known disparities or
access barriers this
improvement intends to
address?

work begin and
end?

success?

agencies, or external partners
involved in this improvement,
or enter “None at this time.”

Investigate ways to
provide information
to customers
regarding the
process and status
of their withdrawal.

Customer feedback,
feedback from
Retirement
Specialists and other
customer facing
positions, focus
groups.

Keeping customers
informed helps reduce
stress and uncertainty
during the refund
processing period.

There is a small
population of customers
who experience
difficulties receiving their
contributions refund in a
secure manner. DRS will
research alternative ways
to provide refunds in
these specific situations.

Automated
status updates or
other changes to
the withdrawal
process are not
feasible under
our current
legacy systems
and will require
deployment of
Neospin
(scheduled for
September 2027).

T.B.D.

Internal: Member Operations
Division, Processing Centetr,
Project Management Office,
ISD, Communications.
External: None at this time.
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Key Service: Stopping a Retirement Benefit Due to Death/Transition to a Survivor

What customer
input informed this | Why this matters to . - - . . Agency or external partners
Improvement p. y Equity considerations Timeframe Success metrics gency P
improvement customers
selection
What improvement Identify the customer What value will this Who is most impacted by When will this How will you measure | List any internal teams, other

will be made? (e.g.,
reduce process steps,
improve guidance,
create feedback
loops)

input used to inform
this improvement (list
all that apply): Survey
data, Complaints,
Direct interviews,
Advisory group, Other

improvement bring to
your customers?

this issue or improvement?
Are there known disparities
or access barriers this
improvement intends to
address?

work begin and
end?

success?

agencies, or external partners
involved in this improvement, or
enter “None at this time.”

Explore new ways to
streamline the
transition process.

Customer feedback,
feedback from
Retirement Specialists
and other customer
facing positions.

Reduces stress for families
by ensuring they remain
informed of their benefit
status during difficult
times.

Much of the death
transition process requires
physical paperwork from
customers. Exploring ways
to streamline or digitize
more of these forms would
increase the accessibility
and ease of the process for
customers.

Beginning in FY
2023, DRS has
implemented
several
improvements to
the survivor
transition process
which significantly
reduced the time
to process survivor
benefits. Further
process redesigns
are planned as
part of the
deployment of
Neospin in
September 2027.

Reduction in median
workdays to process
survivor transitions,
reduction in use of
temporary benefit
payments.

Internal: Member Operations
Division, Death & Disability, Project
Management Office, ISD,
Processing Center.

External: None at this time.
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Key Service: Receiving Contribution and Earning Data from Employers

What customer
input informed this | Why this matters to . - - . . Agency or external partners
5 p. y Equity considerations Timeframe Success metrics gency P
improvement customers
selection
What improvement Identify the customer What value will this Who is most impacted by When will this How will you measure | List any internal teams, other

will be made? (e.g.,
reduce process steps,
improve guidance,
create feedback
loops)

input used to inform
this improvement (list
all that apply): Survey
data, Complaints,
Direct interviews,
Advisory group, Other

improvement bring to
your customers?

this issue or improvement?
Are there known disparities
or access barriers this
improvement intends to
address?

work begin and
end?

success?

agencies, or external partners
involved in this improvement, or
enter “None at this time.”

Brainstorm novel
ways to provide more
education and
support to employers
based on their
correction metrics.

Employer reporting
error trends and
feedback, 2025
Employer Experience
Survey.

Accurate data from
employers ensures
accurate member benefit
payment and service
credit accumulation.

Investigate how best to scale
education and assistance for
each employer (who vary
greatly in size and
resources).

The current
Employer
Reporting
Application (ERA)
does not allow for
tracking of
correction metrics.
The first step will
be the
development of
correction tracking
and reporting
capabilities, which
will be dependent
on the CORE
Portals project
(scheduled to
begin in FY 2028).

Reduction in employer
correction rates

Internal: Education & Outreach,
Employer Compliance, Employer
Support Services.

External: DRS Employers.

Continue to make
improvements to the
Employer Reporting
Application (ERA).

Employer feedback on
usability and ERA, 2025
Employer Experience
Survey.

Streamlines data
submission, increasing
accuracy and reducing
downstream errors for
members.

Investigate how best to scale
education and assistance for
each employer (who vary
greatly in size and
resources).

Any significant
improvements to
the ERA will
require a system
upgrade of
replacement
through an
employer portal
project. DRS is

Decreased error rates
in ERA submissions,
improved employer
satisfaction scores.

Internal: ISD, Employer Support
Services, Project Management
Office.

External: DRS Employers.
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What customer

|np.ut informed this Why this matters to S s o Timeframe Success metrics Agency or external partners
improvement customers
selection

completing a
feasibility study to
assess the options
for these
improvements
which is due in
Summer 2026.
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B2. Implementation timeline and readiness

The primary constraints to implementing the improvements outlined in this plan are limited staffing
resources, coordination with employers, and competing organizational priorities. Although DRS has a
dedicated Customer Experience Analyst position and has achieved a reasonable level of CX integration
into existing processes, significant additional work remains. Any changes to staffing or budget may
therefore impact our proposed timelines. Several of our CX improvements also require active
collaboration with employers, which presents challenges due to employers' varying levels of
knowledge about DRS processes and the resources they can dedicate to coordination.

Finally, DRS is engaged in a major modernization initiative through the CORE: PAM project and the
forthcoming CORE: Portals project. While we are making every effort to incorporate CX principles into
these initiatives, their extensive scope and complexity will continue to pose implementation
challenges. These modernization projects also represent our primary dependencies. Many of the
improvements detailed in Section B are not feasible under our current legacy systems and cannot be
fully realized until CORE: PAM and/or CORE: Portals are deployed.
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SECTION C: EO-REQUIRED ENABLERS
C1. Staff training and workforce preparation

DRS has proactively invested in staff training to support our continuing CX improvement efforts. This
includes training key staff in plain language, clear writing, lean process improvement and related
other related CX skills. This allows us to focus on sustaining and applying these competencies rather
than rolling out an extensive new CX training plan.

While all DRS communications team members complete Plain Talk training, other specializations vary
by role. In alignment with Order 23-02, DRS team members have completed training on topics such as
Lean, UX/CX, customer journey mapping, technical writing, and focus group facilitation.
Trainings/workshops completed by our project management team, communications team, and other
relevant staff include:

e Customer Focus Groups Workshop 2024 (DRS)

e Customer Journey Mapping workshop (Washington State Employees Credit Union)
e Editing & Proofreading for Public Sector Professionals (DES)

e Lean Six Sigma Green Belt Course and Certification (University of Washington)

e Marketingin the Public Sector (University of Washington)

e Plain Language - Writing and Design (DES)

e Strategic Content: Designing for the User Experience (University of Washington)

e Strategic Storytelling: Creating Compelling Content (University of Washington)

e Technical Writing for Public Sector Professionals (DES)

e Technical Writing: Editing Techniques (DES)

e User-Centered Design and Usability 101 Course 2018 (South Puget Sound Community College)
e UXintensive workshop (Olympia Anthro-Tech)

e Web and Digital Accessibility Course and Certification (University of Washington)

e Writing Skills for Public Sector Professionals (DES)

All DRS Retirement Specialists complete a comprehensive six-month training program. This
structured onboarding covers the agency's mission and vision, an in-depth study of retirement
systems and supporting technologies, and extensive customer service training. As our front-line staff,
Retirement Specialists are central to our overall CX. Any large-scale CX improvements identified in this
plan will be fully integrated into the existing training curriculum and embedded in day-to-day
operations, enabling seamless adoption and reinforcement of CX-focused practices across the agency.

Additional training courses to support the specific CX improvement work outlined in this plan are
listed in the table below.
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the training?

(for example: public-
facing staff, program
staff, supervisors)

take this training, and
how often?

Training topic Audience Timing/Frequency | Training source (enterprise, agency,
external)
What is the focus of Who will participate? | When will participants | Who will provide the training?

Customer Experience Key Member Experience | Within FY 2028. DES
Research: Strategy, Division staff, PMO staff
Execution, and Insight | responsible for future
Sharing UX work.
Customer Personas Key Member Experience | Within FY 2027. DES
and Journey Maps Division staff, PMO staff

responsible for future

UX work.
User Centered Design PMO staff responsible Within FY 2027. DES
and Usability for future UX work.

C2. Support and resource needs

To be determined.

25



https://des.wa.gov/services/training/courses?courseid=1546
https://des.wa.gov/services/training/courses?courseid=1546

SECTION D: ACCESS, LANGUAGE, AND USABILITY

D1. Application of plain language to CX improvements

DRS Policy Number 1.10.23 describes the agency’s approach to implementing the plain language
components of Executive Order 23-02. The policy states that:

o DRSteam members are expected to use plain language principles in written communications.

e Plain language training is required for designated content contributors.

o All public facing written communications should be evaluated every two years to ensure they
follow plain language writing and design principles.

This policy is applicable to any customer-facing changes described in Section B.
D2. Accessibility or usability considerations

DRS takes seriously our commitment to targeted universalism for all customer-facing content. In
addition to maintaining compliance with Washington State Office of Chief Information Officer Policy
1000-G1 and future compliance with Washington State Digital Accessibility Policy USER-01, we
promote accessibility and usability in several ways:

e We use SitelImprove, a digital accessibility monitoring platform, to continuously scan for
accessibility issues and identify barriers. This helps us maintain and improve accessibility over
time.

e We follow Accessible Rich Internet Applications (ARIA) standards whenever possible. ARIA
helps assistive technologies interpret elements that HTML alone can’t fully describe, such as
custom carousels, dropdowns, and tab panels.

e We provide free language assistance services. Customers can request interpretation of the DRS
website and printed materials, free of charge. The Language Access button displayed next to
the login button on the DRS website so customers know these services are available.

e We write in plain language. Website content at a 9th-grade reading level (or lower) and plan
guides are written at a 10th-grade reading level to make information easier to understand.

DRS has made strong progress in improving accessibility, but some challenges remain. Several online
tools and calculators on the DRS website do not yet meet current accessibility standards. We are
exploring vendor partnerships to replace these tools with accessible versions, but this will take time.
To meet the April 2026 WCAG 2.1 AA deadline, we may need to temporarily remove some
non-compliant tools until accessible alternatives are available.

Another barrier is that some DRS forms are still only available as PDFs, which can be difficult for screen
readers and auto-translation tools to interpret. We are prioritizing the most frequently used forms and
converting them into more accessible, linear formats that work better with assistive technologies.
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D3. Language access

DRS offers free language assistance services, including interpretation of the DRS website and printed
materials, to all customers. The link to language assistance is prominently featured on the agency’s
website next to the customer login button. These language assistance services will be applicable to
any customer-facing changes described in Section B.

In addition, with the exception of PDFs, nearly all content on the DRS website supports automatic
translation through major web browsers, allowing the majority of our digital materials to be accessed
in a wide range of languages. This includes Spanish, which is our most commonly requested language
for interpretation.
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SECTION E: (OPTIONAL) I TECHNOLOGY

El. Key opportunity to improve CX using technology

Although DRS has done a reasonable job of adapting its aging legacy systems to deliver features to our
customers, there are limitations for policy updates and process improvements when working with
systems that are more than three decades old. The CORE: PAM project will address this issue through
procuring and implementing a new MOTS Pension Administration Solution. This solution will deliver
functionality proven in other similarly-designed pension organizations. By opting for a proven MOTS
solution, the selected vendor's expertise in the pension modernization space will help ensure a
successful implementation in Washington State.

DRS has defined nine objectives for the CORE: PAM project, to be achieved with the full
implementation of the solution:

e Give retirement specialists a comprehensive view of customer data to improve the accuracy of
consultation with customers and reduce wait times.

e Improve customer service by providing team members access to up-to-date customer
information.

e Reduce the number of manual processes by providing configurable, event-driven rules or
triggers to improve the retirement experience for customers.

e Capture additional electronic contact information from customers to provide expanded
retirement resources in a cost-effective way.

e Condense retirement specialist training for new team members by providing more intuitive
technology and robust help features.

e Gaininsightinto customer behaviors to improve the customer experience using advanced data
analytical tools.

e Be more responsive to mandatory and ad-hoc reporting requests from auditors, policy
makers, and other requestors.

e Align DRS customer self-service and responsive customer service with financial industry best
practices.

e Increase DRS’ ability to attract and retain business and technical team members by providing
them with modern tools and resources.

A customer-facing modernization project, CORE: Portals, is expected to begin in FY 2028 and will be
informed by a member portal feasibility study which will be completed in Summer 2027. This project
will be focused on enhancing DRS Online Account Access.

E2. Alignment with WaTech and enterprise efforts

None at this time.
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SECTION F: (OPT/ONALGI SUPPORTING CONTEXT

F1. CX work related to other executive orders

None at this time.

F2. CX governance and integration

None at this time.

F3. CX Data and measurement planning

None at this time.

F4. Communications and change management

The CX improvements identified in this plan do not fundamentally require staff or customers to change
how they interact with DRS. Nevertheless, DRS maintains robust change management processes to
ensure transparency, openness, and effective communication regarding these enhancements and our
broader CX vision.

The CX Improvement Plan will be fully integrated into DRS's upcoming 6-year strategic plan. This
strategic plan incorporates a comprehensive and inclusive communications and outreach strategy
designed to embed and sustain key initiatives. As a result, the CX improvements outlined here will
become an integral component of that broader strategic communications framework, ensuring
alignment across the agency.

DRS's customer-facing roles, such as the Contact Center and Education & Outreach teams, will play an
integral role in communicating and reinforcing any CX improvements. These teams interact directly
with members and employers, providing opportunities to explain changes clearly and address
questions in real time. Additionally, our Communications team will leverage its established channels,
including weekly updates on modifications to publications, forms, processes, and other resources.
These regular communications will highlight what is changing, the rationale behind each
improvement, expected benefits, and implementation timelines.

Many of the CX improvements detailed in this plan depend on the CORE: PAM project and the
deployment of Neospin. The CORE program already includes a dedicated change management plan
that encompasses stakeholder readiness, manager and team member preparation, updated
correspondence protocols, and structured processes for transition support. DRS will leverage these
existing resources to support CX-related changes without duplicating efforts. This integration will
minimize disruption and maximize the consistency and effectiveness of our communications.
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SECTION G: ADDITIONAL RESOURCES

Human Centered Design (HCD) Toolkit

Measuring Progress & Success Guide

Accessibility

o

O

O

WaTech’s Digital Accessibility Policy

WaTech’s Digital Accessibility Standard

WaTech’s Inclusive Design Services

Plain Talk and Language Access

o

(0]

Office of Equity Plain Language Resources

Governor’s plain language guidelines

Office of Equity Community Engagement Toolkit: plain talk and language access tool

MRSC language access guidance for local governments (but informative for state

agencies)

DES Language Access Program user guide

Sample Language Access Plans from state agencies:

=  DCYF Language Access Plan

=  WSDOT Limited English Proficiency Accessibility Plan

=  Washington State Patrol Title VI Language Access Plan
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https://your.wa.gov/cx-resource-hub/
https://your.wa.gov/wp-content/uploads/2025/07/MeasuringProgressSuccessGUIDE.pdf
https://watech.wa.gov/sites/default/files/2025-01/USER%20-01%20Digital%20Accessibility%20Policy.pdf
https://watech.wa.gov/sites/default/files/2025-01/USER-01-01-S%20Digital%20Accessibility%20Standard.pdf
https://watech.wa.gov/services/digital-experience/inclusive-design
https://equity.wa.gov/resources/plain-language
https://governor.wa.gov/plain-language/plain-language-guidelines
https://equity.wa.gov/sites/default/files/2025-01/Tool%208%20-%20Language%20Access%20%26%20Plain%20Talk.pdf
https://mrsc.org/explore-topics/engagement/inclusion/language-access
https://des.wa.gov/sites/default/files/2022-11/DES-Language-Access-Guide.pdf
https://www.dcyf.wa.gov/sites/default/files/pdf/Language_Access_Plan.pdf
https://wsdot.wa.gov/sites/default/files/2025-02/WSDOT-Limited-English-Proficiency-LEP-Accessibility-Plan-2024.pdf
https://wsp.wa.gov/wp-content/uploads/2025/05/WSP-Title-VI-Language-Access-Plan-2025May.pdf
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