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 Human Resources And Salary Studies Show: 
 Pay scale is not highly associated with continued staff 

motivation or satisfaction 
 

 Other Factors Are More Important Such As: 
 Engaging work 
 Autonomy 
 Ability to make a difference 
 Identifying with the organization’s product and customers 
 Ability to take pride in one’s work 
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1. Collect Member Data 
 Receiving Member Data 
 Analyzing Member Data 
 Correcting Member Data 
 Maintaining Member Data 
 Auditing Member Data 
 Archiving Member Data 

 

2. Collect Contributions 
 Creating and Maintaining Employers 
 Establishing Employer Rates 
 Generating Invoices 
 Receiving Contributions 
 Posting Contributions 
 Crediting Contributions 
 Reconciling Contributions 
 Collecting Delinquent Accounts 
 Receiving Member Purchases 
 Collecting Supplemental Contributions 

 

3. Assess Benefit Eligibility 
 7 Steps 

 
4. Process Benefit Application 

 6 Steps 
 

5. Calculate Benefit 
 5 Steps 

 
6. Pay Benefits 

 8 Steps 
9 



10 



11 



PROCESS MEASURES: Leveraging Technology 

No. Measure Name Measure Calculation 

RANGE 

Target 
Desired 

Perform. 
Trend 

Data 
Collection 
Frequency 

Data Source Measure Active / 
Inactive 

Last 
Status 

Current
Status 

Trend 
Corrective Action & 

Comments Red Yellow Green 

Co
st

 o
r 

Q
ua

nt
ity

 

Service 
Interruptions 

# of business days in 
a month ORION 
systems are not 
available within the 
standard service 
window (mo. avg. by 
qtr.) 

>5 3-5 <3 0  Monthly HEAT A 6.3  2.3  + 
Q4/12 
Significant improvement, result of changes 
made in Q3/12 
Q3/12:  19 incidents 
Q4/12:  7 incidents 

                              

Q
ua

lit
y 

Technology 
Satisfaction 

% of survey 
respondents 
indicating satisfaction 
with our technology 

<60% 60-80 >80% 85%  Semi-annual Survey A 85% 85% = 

Security 
Program 
Maturity 

# domains in ISBRA 
report meeting 
agency goal 

<7 7-8 >8 11  Annual ISBRA Report A 4 4 = 

Batch  
Incidents 

# of batch incidents / 
abends in month (mo. 
avg by qtr.) 

>10 10-6 <6 3  Monthly Turnover 
Report A 2.3 4.0 -   

Change 
Request 
efficiency 

% of Change Requests 
scheduled for release 
that are actually 
deployed 

<80% 80-90 >90% 100%  Quarterly 
Deployemtn 

plan & rel 
notes 

A   73% + 
Based on 7.4.1 
Originally scheduled 11, of these, 8 were 
deployed 
 

                              

Ti
m

e 

System  
Support 
Mitigation 

# of instances when 
system status change 
is not mitigated 
within 4 hours (mo. 
avg. by qtr.) 

>3 2-3 1 0  Monthly HEAT I     =   

Help Desk 
Responsiveness 

% of HelpDesk tickets 
resolved within the 
Service Level 
Agreement 

<80% 80-90 >90% 95%  Monthly HEAT A   99.55% +   

System Uptime 
% of time systems are 
available during the 
service window 

<97% 97-98 >98% 100%  Monthly HEAT A 99.50% 99.61% +   
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Measure 
Name 

Measure 
Calculation 

RANGE 

Target Last 
Status 

Current 
Status Trend Corrective Action & 

Comments 
Red Yellow Green 

Service  
Interruptions 

# of business days 
in a month ORION 
systems are not 
available within 
the standard 
service window 
(mo. avg. by qtr.) 

>5 3-5 <3 0 6.3  2.3  + 

Q4/12 Significant 
improvement, result 
of changes made in 
Q3/12 
Q3/12:  19 incidents 
Q4/12:  7 incidents 
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Measure 
Name 

Measure 
Calculation 

RANGE 

Target Last 
Status 

Current 
Status Trend 

Corrective 
Action & 

Comments Red Yellow Green 

System  
Uptime 

% of time 
systems are 
available 
during the 
service 
window 

<97% 97-98% >98% 100% 98.5%  99.6%  + 
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Measure Name Measure 
Calculation 

RANGE 

Target Last 
Status 

Current 
Status Trend Corrective Action 

& Comments 
Red Yellow Green 

Change Request 
Efficiency 

% of Change 
Requests 
scheduled for 
release that 
are actually 
deployed 

<80% 80-90% >90% 100% 73% - 

Last Release: 
Originally scheduled 
11, 8 were added, 3 
were removed, of 
these, 16 were 
deployed 
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Measure Name 
Measure 

Calculatio
n 

RANGE 

Target Last 
Status 

Current 
Status Trend 

Corrective 
Action & 

Comments Red Yellow Green 

Help Desk 
Responsiveness 

% of 
HelpDesk 
tickets 
resolved 
within the 
Service 
Level 
Agreement 

<80% 80-90% >95% 100%   99.6%  + 
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