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Background 
1. The Board’s mission is to provide the highest quality of customer service to OCERS members, 

retirees and beneficiaries, in a cost effective and prudent manner. 
 

Policy Objectives 
2. Establish measurable goals to manage the customer service levels provided by Member Services 

staff to plan participants. 
 

Policy Guidelines 
3. Develop quantifiable goals for measuring customer service levels: 

a. Customer interactions – positive responses to surveys – goal is 95% positive; 

b. Benefit Recalculations – unplanned benefit recalculations should be less than 5% of the total; 

c. Payroll initiations within one full month of separation; 

d. Benefit estimates are available real time 24/7 via member self-service portal; 

e. Retirement can be initiated electronically via member self-service portal; 

f. Member Statements are available real time 24/7 via member self-service portal; and 

g. Member communications (calls and emails) are returned the same business day or within 24 
hours. Staff will also update their voicemail and email automatic reply messages to indicate 
approximate turnaround time in situations when it is known that greater than 24 hours is 
needed to return calls and emails. 

4. Regularly monitor goals to ensure ongoing achievement of customer service levels. 

5. Annually evaluate goals and make adjustments as needed. 
 

Policy Review 
6. The Board shall review this policy at least every 3 years to ensure that it remains relevant and 

appropriate. 
 

Policy History 
7. This policy was adopted by the Board of Retirement on November 16, 2015 and revised October 15, 

2018 and October 17, 2022. 
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Secretary’s Certificate 
I, the undersigned, the duly appointed Secretary of the Orange County Employees Retirement System, 
hereby certify the adoption of this policy. 

 
 

  10/17/22 
Steve Delaney 
Secretary of the Board 

 Date 
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