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Executive Summary

The Nebraska Public Employees Retirement Systems (NPERS), under the direction of the Public Employees Retirement Board (PERB), administers several statewide retirement systems and one deferred compensation plan for the State of Nebraska.  NPERS was confronted by a number of business issues affecting internal operations and challenging NPERS’ ability to effectively communicate, manage its workload, and provide adequate service to its participants.  An increasing number of human resources were required to perform the growing number of manual processes and the gap between the informational needs of the organization and the functionality provided by the existing data systems was widening.  Maintaining current service levels was becoming near impossible.  

NPERS is dedicated to providing the highest quality service necessary to assist members in achieving the goal of a successful retirement.  They realized that in order to carry out their mission, a new comprehensive automated system was needed to resolve these challenges and allow NPERS to respond better and more rapidly to meet the needs of our employers and members.  NPERS, in partnership with Covansys, implemented PIONEER, the Pension Information of Nebraska for Efficient and Effective Retirement. 

Fully operational since the first week of January 2004, PIONEER allows NPERS staff to increase productivity and ultimately focus more on the needs of members and less on routine processing tasks. With its easy-to-use, Web-enhanced functionality, the PIONEER has:

· Improved records management and reporting capabilities

· Enhanced customer service functions

· Improved data quality

· Reduced processing times for requested services

· Improved work tracking and process management

The PIONEER (Pension Information of Nebraska for Efficient and Effective Retirement) system provides integrated workflow, electronic document management and office automation capabilities that significantly improve the speed and accuracy of business processing and customer service.  The main goal in installing this new system was to dramatically improve our customer service. For example, the time period for processing many benefits has been significantly reduced and employees now have instant access to their account information via the web. 

PIONEER benefits service recipients, taxpayers, and NPERS by improved customer service, allowing NPERS staff to spend more time with each respective constituent group by streamlining business operations, and provides the tools to ensure that each member’s request for services is captured, tracked and successfully fulfilled in a timely and satisfactory way.  Benefits of the implemented system include:  empowering users; system access using the Internet; a paperless organization; and a common infrastructure.
Description of project, including length of time in operation (include a brief narrative on hardware and software)

The Nebraska Public Employees Retirement Systems (NPERS), under the direction of the Public Employees Retirement Board (PERB), administers several statewide retirement systems and one deferred compensation plan for the State of Nebraska.  NPERS currently serves 80,271 active and inactive members, 17,273 retirees and over 500 reporting employers.  

NPERS was confronted by a number of business issues that were affecting internal operations and challenging NPERS’ ability to effectively communicate, manage its workload, and provide adequate service to its participants.  There was an escalating need for human resources to perform an increasing number of manual processes, a widening gap between the informational needs of the organization and the functionality provided by the existing data systems, which in turn demanded additional manual processing requirements, and it was becoming difficult for staff to maintain current service levels.  

Forthcoming challenges that needed to be addressed:

· A projected 28 percent increase in the number of retirees between 1999 and 2014, causing both a linear effect and demands for better service;

· NPERS’ administration of increased benefits and services to retirees and their joint annuitants over a longer period of time due to increasing life expectancies;  

· Members and retirees ever-increasing requests for additional and more frequent information;

· Members, reporting agencies, and other constituent groups which interact with the retirement system preferring to conduct their activities with NPERS via the Internet as they do with so many other businesses;

· A dynamic legislative environment influencing a movement in key staff from working on and supporting the day-to-day delivery of benefits and other member services to focusing on the implementation of new legislation;

· Outmoded manual business processes dictating a significant number of time-consuming audit and review processes that could best be handled using advanced technology.  

The NPERS recognizes the importance of a successful retirement experience and is dedicated to providing the highest quality service necessary to assist members in achieving this goal.  A new comprehensive automated system was needed to resolve these challenges and allow NPERS to respond better and more rapidly to meet the needs of their employers and members.  The PIONEER (Pension Information of Nebraska for Efficient and Effective Retirement) pension administration system was identified as the solution. 

Fully operational since the first week of January 2004, PIONEER replaced an existing combination of paper, mainframe, and PC-based processes. The new solution seamlessly integrates enabling technologies such as imaging, workflow, and office automation into a robust line-of-business application. Major components of the system include:

· Fully integrated imaging, workflow, and office automation
· Conversion and bridging of legacy data, both electronic and paper
· LAN build
· Membership System 
· Benefit Payments System
· Web-based member and employer self service 

The Public Employees Retirement Board (PERB) awarded the PIONEER contract to Covansys in June of 2001 after conducting a study to determine the best approach for updating their information systems and after reviewing bids from two other major companies. It was decided that the Nebraska retirement system needed a complete technology upgrade and that Covansys was the company best suited to complete the task.

To meet the increased demand for its services and products, NPERS leveraged Covansys’ Clarety Software to cut risk, time to deploy, and implementation cost.  The base software provided a fully functional and integrated application including line-of-business functionality, general ledger and accounting functions, PC connectivity, workflow, imaging, Internet support and office automation.

The delivery of the new system to NPERS occurred in the following stages:

· Network and Infrastructure Rollout
· Membership Rollout
· Web-based components
· Benefits Rollout 
· Application Support
PIONEER integrated application security provides NPERS with a facility to grant and limit access to their line-of-business systems and its integrated components.  Users are provided with a login ID, and based on their role, can gain access to the system functions they need.  PIONEER implements a role-based security structure.  The three main nodes of this structure are Users, Roles, and Resources (Windows - on-line user interfaces). This structure enables organizational changes (new hires, changes, terminations) to be mapped into the application easily and quickly.  

PIONEER is designed to provide both high performance and reliability and is scaled to support 100+ users. The servers are comprised of Intel Based hardware running the Windows 2000 or NT Operating systems. Web and Utility servers are dual processor machines with up to 1.8GHz processors and 1GB RAM. Internal storage is RAID configured with three to five10K RPM drives. Application and Database servers are either dual or quad processor machines running at up to 1.8GHz with a minimum of 4GB RAM. Storage is internal RAID (not SAN attached). Web servers are load balanced, however the Application and Database servers are not clustered.

Significance to the improvement of the operation of government

The PIONEER system allows the NPERS staff to increase productivity and ultimately focus more on the needs of members and less on routine processing tasks. With its easy-to-use, Web-enhanced functionality, PIONEER improves the operations of NPERS by:

· Enhancing customer service functions:

NPERS administers six different plans for public employees within the state of Nebraska.  PIONEER’s unified system processes enable work to be performed in a consistent manner irrespective of the plan.  The system provides a single repository for data for all members and retirees.  Users can start with an account number or an identification number to quickly navigate to all information relevant to the task on hand. The user not only can view all the data but also look at the progress of a given task.  This has significantly reduced the time needed to research data when a customer communicates with the retirement system.  

The PIONEER system has automated calculations that are required by NPERS to provide customer service, thus eliminating the need for time consuming and error prone manual calculations.  For example, to fulfill a member request for a benefit estimate, all the user has to do is enter a few parameters, such as the option under which the member wants to retire, and the system calculates the estimate based on the parameter and produces a letter that can be mailed to the member.  The automated processing has eliminated the time spent on manual calculations, allowing internal users of the system to focus on customer service and accommodate an increasing retirement population.

NPERS’ employer reporting agencies are another vital customer group. Their responsibilities include: reporting demographic, contribution and service credit information.  PIONEER has automated the reporting process with integration through web processing.  The web interfaces allow employers to verify the accuracy of the data being reported, correct any errors and transmit the data as soon as it becomes available from their payroll systems to NPERS, all by way of PIONEER’s secure web site.

Each plan member may now access his/her actual account information stored on the PIONEER system via the web site.   Members are able to estimate benefits, check service credit and account balances on line.  For security reasons we continue to require certain changes, such as beneficiary updates, on a signed and notarized document.   

· Improving records management and reporting capabilities:

The systems used by NPERS prior to the implementation of PIONEER recorded data at summary levels.  Limited detail information was captured in the legacy system, but was not reliable for a number of reasons.  In many instances the detailed records stored in the legacy system did not match summary level data.  PIONEER’s relational database model captures data at the lowest level of granularity required by the retirement system, allowing for summary records to be calculated by the system from the detail records, all in real time.  This ensures no disparity between detail and summary data in PIONEER.  The new system has implemented a number of reports for NPERS operations that take advantage of this accurate detailed data.  Additionally the system incorporates a tool to provide for ad-hoc reporting to NPERS management.

· Improving data quality:

The PIONEER system has automated processes for reporting of demographic, contribution and service credit information.  The processes have built in edit and validity checks that ensure that data is posted in a timely and accurate manner in the various member accounts.  The NPERS users, members, and retirees can now be sure that the data as recorded by the system is reliable.

· Reducing processing times for requested services:

The PIONEER system has automated calculation processes that have reduced processing time for all requested processes.

· Improving work tracking and process management:

The system incorporates a workflow component that directs, controls and tracks work to users in a role-based framework.  This allows management to direct work to the people who have the right knowledge and training to perform the task on hand.  The tracking features also help in monitoring and controlling work loads of people in the agency.

Benefits realized by service recipients, taxpayers, agency or state

PIONEER benefits service recipients, taxpayers, NPERS by improve customer service, allowing NPERS staff to spend more time on customer service by streamlining business operations, and provides the tools to ensure that each member’s request for services is captured, tracked and successfully fulfilled in a timely and satisfactory way.   More specifically benefits include:

Empowered User

PIONEER empowers NPERS business users by providing a single, integrated source of information to respond to customer requests, the ability to complete processes in a single system interaction that formerly required drawing information from multiple sources, and requests for address changes, benefit estimates, service purchase calculations and benefit check status can now be fulfilled in a fraction of the time. 

Internet/Web Enabled

PIONEER supports secure Internet access to NPERS for members and employers for self-service access to those whose needs can be met without NPERS intervention.  This improves service levels by reducing the overall number of service requests that NPERS staff must personally service. 

Paperless Organization

PIONEER supports the paperless office paradigm through the effective use of enabling technologies like document imaging, process workflow and correspondence generation.  By moving to a paperless organization, NPERS can improve its efficiency by eliminating inaccuracies in paper-based transactions, improved information storage and on-demand information retrieval.  Multiple users can now share a document that formerly had to pass from desk to desk.  Imaging and workflow also provides enhanced tracking of customer requests that are submitted on paper, helping ensure that all customer requests are serviced.

Common Infrastructure

The PIONEER architecture provides for a seamless integration of tools and technologies. The architecture consists of multiple subsystems that interact to provide the business users with all the required tools and interfaces.  Workflow is used to define how users interact with the system during business processing.  The workflow processes tie core retirement functionality, imaged documents, office automation templates and batch subsystem components into a single integrated system. 

Return on investment, short-term/long-term payback (include summary calculations). Projects must exhibit measurable operational benefit.

The streamlining of business process and a high degree of automation incorporated into PIONEER has allowed NPERS’ staff to increase their work efficiency by eliminating time spent on clerical and manual tasks.  This has offered NPERS the opportunity to redirect their limited resources to providing more interaction with its members or to critical business functions.  The automation has allowed NPERS to serve a growing constituency without having to increase staff.

The following table provides examples of the operational benefits realized by NPERS as a result of implementing Clarety:

	Functional Area
	Number of Requests (month)
	Backlog Prior to PIONEER
	Backlog Today
	Accurate/ Complete Data

	Enrollment and Demographics
	1000
	1 month
	2 weeks
	Improved

	Wage and Contribution Reporting
	600
	1 month
	Current
	Improved

	Cash Receipts
	700
	Current
	Current
	Same

	Member Account Maintenance
	1000
	3 months
	1 month
	Improved

	Refunds
	300
	3 months
	Current
	Improved

	Benefit Estimates
	500
	3 months
	Current
	Improved

	Retirement Application Processing
	300
	3 months
	1 month
	Improved

	Tax Processing
	300
	Current
	Current
	Improved

	Payroll Processing
	13000
	Current
	Current
	Same

	Benefit Amount Adjustments
	100
	3 months
	1 month
	Improved


