Office of the
Ombuds

A trusted resource in resolving
problems, disputes and complaints
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Guiding principles of practice

Independent in structure and function
to the highest degree possible within
CalSTRS.

Supplements formal CalSTRS
complaint and grievance channels.

Does not make binding decisions, set
policies or make final case decisions.

Independence Impartiality

CalSTRS
Ombuds
Guiding

Principles

Confidentiality

Is neutral and impartial.

Does not engage in situations that
could create a conflict of interest.

Holds all communications with those
seeking assistance in strict
confidence.

Confidential member information is
shared only when necessary to
resolve an issue/complaint.
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Guiding principles of practice

What we do What we don’t do

* Provide a respectful, safe and confidential « Make binding decisions.
environment. « Mandate policies.
 Advocate on a member’s behalf. « Formally adjudicate issues for CalSTRS.
« Explain relevant CalSTRS laws, regulations « Provide legal advice.
and ?0I|C|es. | o - Represent members in any formal
* Provide referrals to other services within administrative or legal hearings.
CalSTRS.

* Provide reporting to CalSTRS’ CEO.
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Total ombuds cases
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Contact demographics

Benefit status
55%

Service retirement 40%

22222222
22222222
2222

Beneficiary 11%

222221%

Disability 4%

22

Active and inactive members  Other

39%

Defined Benefit 38%

22222222
22222222
222

Cash Balance 1%

&

6%

Nonmember 3%

24

Refund 3%

24
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Contact methods

—— Fiscal year 2025-26

2%
1% Stakeholders
Board members 5%

. Legislative staff

\\"

76% 16%
Direct contact Internal referrals

Fiscal year 2024 -25

2%

29 Stakeholders
Board members 6%
— Legislative staff

63% 27%

Direct contact Internal referrals

Fiscal year 2023-24 ——
4%

39 Stakeholders
Board members 7%
—‘ |— Legislative staff

v/

46% 40%
Direct contact Internal referrals
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Case types and themes

Contact Center Accounting Service Survivor
Retirement Benefits

36% of cases 19% of cases 15% of cases 13% of cases

Employer Disability Community
Reporting Benefits Property

9% of cases 5% of cases 3% of cases
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Looking ahead to 202627

Ongoing pension Visibility at
system stabilization member service centers

Board elections
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CALSIRS
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