
Call Center – Service Level 
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Call Center – Incoming Calls 
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Call Center – Average Speed of Answer 

0:00

1:00

2:00

3:00

4:00

5:00

6:00

7:00

8:00

9:00

10:00

11:00

12:00

13:00

Ti
m

e 
(m

m
:s

s)
 

Avg Speed of Answer-Min:sec Goal

1:09 
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Imaging – Pages Scanned and Turnaround Time 
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Correspondence TAT Goal

Educational Retirement Group – Correspondence TAT 

5.4 
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Employee Education (EE) Meetings Employer Education (ER) Meetings

        Average Number of EE Attendees         Average Number of ER Attendees

        May-14    Jun-14   Jul-14    Aug-14    Sep-14    Oct-14   Nov-14    Dec-14    Jan-15    Feb-15    Mar-15    Apr-15   May-15 

Educational Retirement Group - Meetings 



0

10

20

30

40

50

60

70

80

90

0

2

4

6

8

10

12

1 2 3 4 5 6 7 8 9 101112131415161718192021222324252627282930313233343536373839

A
v
e
ra

g
e
 A

tt
e
n

d
e
e
s
 p

e
r 

M
e
e
ti
n
g

 

N
u

m
b

er
 o

f 
M

ee
ti

n
gs

 

Webinars Average Number of Webinar Attendees

        May-14    Jun-14   Jul-14    Aug-14    Sep-14    Oct-14   Nov-14    Dec-14    Jan-15    Feb-15    Mar-15    Apr-15   May-15 

Educational Retirement Group - Webinars 
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Retirement Processing – 60 Day Paid On Time Rate 
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Retirement Processing – Retirements Requested 
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Retirement Processing – Estimates Requested 



Benefit Processing – Disability Applications 
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Benefit Processing – Death Notifications 
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Benefit Processing – Refund Requests 
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Payroll Processing - Payees 
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Overpayments – Cases Sent to Compliance Team  


